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 PREFACE 
 
 The world has become a global market in modern era. 
Globalization has affected the banking sector also. A cutthroat 
competition can be seen in banking sector among nationalized and 
private sector banks. In this situation, a customer is the core 
component in banking business. According to Ted Levitt, "The 
purpose of a business is to create and keep a customer." The 
business of banking cannot function without a customer. It is a 
continuing process of transactions culminating in a long-term 
banker-customer relationship. The business institution tries to keep 
old customer happy and satisfied. It can be possible by managing 
customer relationship, which can lead to bring new customers also 
and becomes easier to market the products. The old concept was 
price, quality and service. But now a day, the concept is of price, 
quality, service, speed, convenience, value, solutions, etc.  
 
 In banking transactions, a customer wants all the services 
under one roof and expects to save time and simplified transactions. 
 So, the customer will prefer his or her bank; if the particular bank 
satisfies his / her needs. Satisfaction leads to the preference. In this 
study an attempt has been made to find out the level of preference 
and satisfaction of the customers of nationalized and private sector 
banks.  
 
 Another aspect of this study is to find out "Customer centric 
managerial effectiveness" of bank managers. Listening to customers 
and seeing their perspective, offering excellent service, having 
information technology installed, rectifying mistakes, developing 
team sprit, providing good and enjoyable physical conditions to 
customers, behaving politely with them are some imperatives, which 
leads to success and effectiveness. These aspects lead to customer 
satisfaction and customer loyalty also. By using questionnaires 
related to customers' preference and case based questionnaire related 
to managerial effectiveness of nationalized and private sector banks, 
some interesting findings and suggestions have been found out from 
this study.  
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 1.1  INTRODUCTION : 
  Thank God,  
  In joy & sorrow  
  to deposit & borrow,  
  BANKS ARE THERE,  
 Otherwise,  
  The question would be funny,  
  to keep & get money,  
  HOW & WHERE ……… 
 
 These words indicate the importance of Banks. Banking 
system occupies an important role in economy of a nation. In fact, 
banking system of any country is the lifeblood of an economy. A 
banking institution is indispensable in a modern society. It plays a 
pivotal role in the economic development of a country and forms the 
core of the money market in country.  
 The two world wars and the developments, which followed 
them, have played a significant part in throwing, as they, were, the 
West and the East in each other’s aims. Also, the development of 
communications, the progress and spread of science and the growth 
of economic and political institutions, have gone a long way in 
creating a common human heritage. Our thinking is becoming 
increasingly global, and although corresponding action might be 
 hesitant, it is being fast recognized that the interest and well being of 
a nation are the concern of all. The life standard of a person has 
become very high. More needs, more demands and more production 
process is there. Thus, in a state of large strides in economic activity 
and determined efforts for increased production and holding the 
price – line, the role, which the banking system is called upon to 
play, must necessarily be significant.  
 The innovations of the modern era including the evolution of 
atomic energy & information & technology, are playing their due 
past in the world struggle. One of the important quarters, into which 
the rays of the new light have penetrated, is the sphere of Banking.  
 
1.2 Origin of the word “BANK” : 
According to some authors, the word “Bank”, itself is derived 
from the word ‘Bancus’ or “ Banque” that is, a bench. The early 
bankers, the Jews in Lombardy, transacted their business on benches 
in the market place. When, a banker failed, his ‘banco’ was broken 
up by the people, it was called ‘bankrupt’. This etymology is, 
however, ridiculed by McLeod on the ground that “The Italian 
 money changers as such were never called Bunchier in the middle 
ages.” 1  
 
There are others, who are in the opinion that the word ‘Bank’ 
is originally derived from the German word ‘Bank’ meaning a joint 
stock fund, which was Italianised into ‘banco’ when the Germans 
were masters of a great part of Italy. This appears to be more 
possible. But, whatever be the origin of the word ‘Bank’ as professor 
Ramchandra Rao says, “It would trace the history of banking in 
Europe from the middle Ages.” 2  
 
? The History of Banking – World History : 
  The history of money and coins takes us back to when man 
first felt the need to exchange goods and services. Early man lived 
by form of barter of goods and services survived till recently in its 
“JAJMANI” system, where services rendered by members of 
hereditary castes of potters, carpenters, masons, weavers of goods, 
barbers, cooks, pandits were traditionally paid for in kind – grain, 
Oil, Sugar, Milk etc. 
 But the barter system has its limitations, there had to be a 
simultaneous need to buy and sell and there had to be some 
standards of value. So, there was a need of exchange value and from 
that, money and coins in different countries in different ways 
occurred.  
Currency and coins provided the wage to create a new class of 
traders who dealt in money, first in addition to trading but later 
exclusively in money. As new, more sophisticated instruments of 
currency evolved, so did banking. The early Banking in different 
countries is discussed here. 3  
 
? Babylon : 
Banking in its simple form originated from temples and royal 
places, centers that offered security for deposits of people’s wealth. 
As early as 2000 BC the Babylonians had developed a system 
offering an incidental service from within the organized and wealthy 
institutions of the cult, so too temples in Egypt, and large 
warehouses in Mohenjodaro served as banks of a kind.  
 The code of Hammurabi, 1726-1686 BC, founder of the 
Babylonian Empire, deals with deposit accounts, which were current 
practice in Babylon by 1000 BC, containing contracts relating to 
such business. The contracts concerned goods and articles like grain, 
fruits, and eventually precious metals. Gradually deposit contracts 
evolved, leading to transfers to the order not only of the depositor 
but also of a third party. Thus, started loans, which were first made 
from the repositories’ own assets and later from the deposits 
entrusted to them. Early loans were in the form of grain to be repaid 
after the harvest for which a receipt would be issued at a state rate of 
interest.  
 
? Banking In Greece : 
Greece of the fourth century BC had well established banking. 
As in Babylon, there was no prohibition on accepting interest. 
Trapezites, the first Greek banker received deposits on interest to 
administer, as current accounts, Ker matistai, were the equivalent of 
the later medieval goldsmiths and sarats, who tested coins and 
changed them. Bank in Greece prepared letters of credit on 
 correspondents to obviate the need for transport of specie. The Greek 
temple system includes typical banking operation, and such great 
temples as Delphi and Ephesus were powerful banking institutions. 
Private bankers followed later.  
 
? Banking In Italy : 
Italy was the key to the growth of European banking. The age 
of the Crusades was the starting point for the development of 
monetary and credit operations during the second part of the middle 
ages, when the main features of the modern bank reappeared in Italy 
after being eclipsed in the early middle ages. It was in Italy that the 
present science of banking and knowledge of the double entry 
system was developed. The Italian merchants established the 
business houses and powerful Banks. The first to be formed was San 
Giorgio Bank in 1148 in Genoa, and the Vitale in Venice in 1157.  
 
These were constituted by a forced loan to the state, but the 
lenders were empowered to organize a bank. This served as a model 
to banks, in subsequent ages.  
 The thirteenth century Tuscans and fourteenth century 
Florentines set up a close business community in Cahors in 
competition with the Lombards. The Casa dei Medici at Florence 
represents the apotheosis of Italian banks of this period.  
 
In the thirteenth century, there developed in the city-states an 
institution called Monti, which raised loans from the people, initially 
by force, and collected revenue from duties and taxes distributing 
their profits among forced on voluntary depositors. Later they were 
set up by communities in need of capital, with the original 
shareholders sharing the profits, but with the innovative feature that 
their losses could never be larger than their initial deposit. This was 
the birth of the concept of joint stock co. The Monte dei Paschi di 
Siena in 1472 was granted the right to collect revenue from the 
annual leasing of paschi for which if issued shares to build its 
capital, from which in turn it made loans on interest.  
 
In fourteenth century there were discount banks and foreign 
banks, were evolved. The loan held de facto Italian monopoly over 
 banking became a common place of European Civilization. The first 
state bank opened in 1587 under the name of Banco-de-Rialto. Bank 
of Amsterdam was founded in 1609 and was established under the 
guarantee of the city of Amsterdam. It served as a model for other. It 
was the first to use money of account or ‘Banco money’ in terms of 
which receipts were handed over to depositors in the form of written 
titles showing the value of deposits.  
 
In 1619, he Banco del Giro was set up to develop the use of 
Contadi di Banco ancestors of the cheque and the bank note. 
Thereafter in 1861, Sardiniam National Bank was established an in 
1926, fascist govt. completely centralized the function of note issues 
in Banks. In 1936, the govt. centralized the control of all Banks in a 
single specialized state body leaded by the Governor of the Banca d’ 
Italia.    
Thus, Italy had contributed a lot in modern Banking.  
? Banking in England : 
In England, there was money changing during the reign of 
Edward II. It was an important function of banks on those days. It 
 was taken up by a Royal Exchanger for the benefit of the crown. 
Then the goldsmiths prepared a ground for modern banking. The city 
merchants decided to keep their cash with goldsmiths who in those 
days had strong rooms and employed watchmen.  
 
Thus, large sums of money were left with the gold – smiths for 
safe custody against their signed receipts, known as “Goldsmiths 
Notes” embodying an undertaking to return the money to the 
depositor as to bearer on demand. Two developments quickly 
followed, which were the foundation of ‘issue’ and ‘deposit’ 
banking, respectively. The first was goldsmiths’ note became 
payable to bearer and so was transformed from a receipt to a bank 
note. Secondly they began to offer interest on money deposited with 
them, instead of charging a fee for their services in guarding their 
client’s gold.  
 
In 1672, English banking received a rude setback. Charles II 
borrowed heavily from the goldsmiths and failed to pay his debts 
promptly like his father disowned his debt. A crisis ensured and was 
 followed by a general suspension of payments. Confidence, 
however, was restored in spite of the shock and the general belief, 
which it produced among people that the goldsmiths were guilty of 
imprudence and excessive practices. It was soon after this date, that 
the goldsmiths found that they could receive money on what is now 
termed, ‘CURRENT A/Cs.’ i.e. money withdrawable without notice.  
 
The BANK OF ENGLAND was started in 1694, largely as a 
result of financial difficulties of William II, who was carrying on 
war with France. 
In 1708, there was an act of prohibiting any other bank, with 
more than six partners, issuing promissory notes. This act, gave a 
monopoly of note issue to the Bank of England, so far as Joint Stock 
Banks were concerned. At the end of 18th century, 300 private banks 
were established. In 1826, an act was passed which allowed banks to 
be started with unlimited liability.  
Peel’s act of 1844, the right to issue notes in England was 
restricted to the banks than issuing notes in that century, made the 
 foundation of the monopoly of Bank note for the Bank of England. 
This was a turning point in the history of British Banks.  
 
The impact of this act was, after 1890, there were lots of 
amalgamations and absorptions and the number of Joint Stock banks 
in England and Wales evolved.  
In 1961 the banking offices reached from 2203 to 10700.  
 
? Banking In United States : 
In America, banking and financial system that had evolved and 
developed far in Europe by the eighteenth century, its own 
contribution was to take it in a relatively short period of world 
leadership. The first American bank was established in South 
Carolina in 1728, the first national Bank of Boston in 1784, Chase 
Manhattan Bank in 1799, and the Bank of North America in 1782. In 
1792, the first Bank of the U.S. was formed under Federal charter. In 
the time between 1800 to 1811, the number of banks increased from 
twenty-eight to eighty eight.  
 Subsequently, in Japan, Egypt, Rom, Russia, China, Germany, 
France, Scotland, Switzerland and India, Banking industry was 
evolved and developed till 19th century.  
Now Banking History in India should be discussed.  
 
1.4 History of Indian Banking : 
Banking in India is as old as the hills. It flourished even in 
ancient Vedic times. Money was accepted on deposit and given in 
the form of advances. As far back as the second or third century 
A.D., Manu, the great Hindu Jurist, devoted a section of his work to 
deposits and advances and laid down rules relating to rates of 
interest to be paid or charged. 
 
During Mogul period, the indigenous bankers played a very 
important role in lending money and financing of foreign trade and 
commerce. They were also engaged in the profitable business of 
money changing. Every town, big or small, had a ‘Sheth’ also 
known as a ‘Shah’ or ‘Shroff’, ‘Shetty’ or ‘Chettiar’ who performed 
a number of banking functions. He was respected by all sections of 
 people as an important citizen. In principal towns, besides shroffs, 
there was a ‘Nagar Sheth’ or ‘Town Banker’. They were 
instrumental in transferring funds from place to place and doing 
collection business mainly through Hundis. The Hundis were an 
accepted mode of transfer of money for commercial transactions. 4  
 
For the history of modern banking in India, a reference to the 
English Agency Houses in the days of East India Company would be 
necessary. These agency houses, with almost no capital of their own 
and depending entirely on deposits, were in fact trading firmly 
carrying on banking as part of their business. Such a combination of 
trading with banking had necessarily to be fetal. No wonder, 
therefore, that almost all such Agency Houses vanished from the 
scene in the crisis of 1829-32. In the first half of the nineteenth 
century, the East India Company established three banks. The Bank 
of Bengal in 1809, The Bank of Bombay in 1840 and The Bank of 
Madras in 1843. These three banks also known as presidency Banks, 
were independent units and functioned well, it was, however, 
considered that it would be in the interest of these banks and the 
 country that they should be amalgamated. In 1920, there was passed 
the Imperial Bank of India Act amalgamating these three Banks. The 
Imperial Bank of India was established in 1921. The bank was 
authorized to hold Government balances and manage public debt. It 
was not, however, given power to issue notes. The issuing of the 
currency continued to be close preserving of the Government of 
India. The branches of the bank were to work as clearing Houses. It 
was mainly a commercial bank competing with other banks. The 
Imperial Bank of India was nationalized in 1955 by the SBI act.   
 
In the wake of the Swadeshi movement, a number of banks 
with Indian management were established in the country. The 
Punjab National Bank Ltd. was founded in 1895, The Bank of India 
Ltd. in 1906, The Canara Bank Ltd. in 1906. The Indian Bank Ltd. 
in 1907, The Bank of Baroda Ltd. in 1908, and The Central Bank of 
India Ltd. in 1911. 
 
There have been a number of setbacks to the banking industry 
in the form of bank failures during the last over 100 years. The series 
 of bank crisis particularly during the period 1913-17, 1939-45 and 
1948-53 wiped out many weak units. Loss in trade or industry 
affected their credit & solvency. It may however, be stated that one 
of the important reasons for the last banking crisis of 1948-53 was 
the partition of the country into India and Pakistan. Most of the 
depositors who were Hindus migrated from Pakistan to India while a 
major portion of the assets of the banks, which failed remained in 
Pakistan.  
 
Although suggestions have been made from time to time that 
India ought to have a Central Bank. The Royal commission on 
Indian currency and finance recommended that a central Bank 
should be started in India so as to perfect her credit & currency 
organization. From 1927 to 1933, there was a proposal and 
constitutional reforms law process has been made. It was enacted in 
due course and became law on the 6th march 1934 and The Reserve 
Bank of India started functioning with effect from 1st April 1935. 
Banking regulation Act was passed in 1949. 
 
 1.5 Nationalization of Banks : 
After independence, India adopted a socialist pattern of society 
as its goal. This means in non-technical language a society with 
wealth distributed as equitably as possible without making the 
country a totalitarian state.  
 
So, in 1955, the Imperial Bank of India was nationalized and 
its undertaking was taken over by SBI. Its transformation into SBI 
has been effective from July 1, 1955. There were 7 Subsidiaries 
Banks. Their Associate Banks were 5960. The State Bank group 
including State Bank of Hyderabad, State Bank of Mysore,  State 
Bank of Travancore, State Bank of Bikaner and Jaipur, State Bank of 
Indore, State Bank of Patiala and State Bank of Saurashtra.  
 
As regards the scheduled banks, there were complaints that 
Indian Commercial Banks were directing their advances to the large 
and medium scale industries and big business houses and that the 
sectors demanding priority such as agriculture, Small Scale 
Industries and exports were not receiving their due share. This was 
 one of the chief reasons for imposition of social control by amending 
the Banking Regulation Act., with effect from 1-2-69. 1    
On 19th July 1969, 14 major banks were nationalized and taken 
over. They were as under:  
 
1. The Central Bank of India. Ltd.  
2. The Bank of India Ltd.  
3. The Punjab National Bank Ltd.  
4. The Bank of Baroda Ltd.  
5. The United commercial Bank Ltd.  
6. The Canara Bank Ltd.  
7. The United Bank of India Ltd.  
8. The Dena Bank Ltd.  
9. The Syndicate Bank Ltd.  
10. The Union Bank of India Ltd.  
11. The Allahabad Bank Ltd.  
12. The Indian Bank Ltd.  
13. The Bank of Maharashtra Ltd.  
14. The Indian Overseas Bank Ltd.  
 
Each bank was having deposits of more than Rs. 50 Crore and 
having among themselves aggregate deposits of Rs. 2,632 Crore, 
 with 4130 branches. This was a revolution in the Indian Banking 
System.  
 
On 15th April 1980, six more banks were nationalized. These 
banks were- 
1. The Andhra Bank Ltd.  
2. The Corporation Bank Ltd.  
3. The New Bank of India Ltd.  
4. The Oriental Bank of Commerce Ltd.  
5. The Punjab & Sind Bank Ltd.  
6. The Vijaya Bank Ltd.  
 
There were some effects and achievements of nationalized 
banks. However, there are some problems relating to NPAs, 
competition, competency, overstaffing, inefficiency etc. for the 
nationalized banks. 
 
1.6 Committee Reports : 
The Government has appointed so many committees for 
different aims. They are as under: 
  
Committees For which 
MARATHE Committee - 1977. 
 
Report on Urban co. op Banks. 
 
CHORE Committee - 1979. 
TONDON Committee – 1979. 
Recommendation for system of lending. 
KHUSRO Committee - 1986. Review of agricultural credit system in 
India.  
NAIK Committee - 1991. Report on adequacy of Institutional credit 
to the Small Scale Industries and related 
aspects.  
NARASIMHAM Committee - 1991. Report on financial system reforms 
needed. 
BASEL Committee - I 1999 Capital adequacy framework.  
 
? The Narasimham Committee Report : 
The Government of India appointed a committee under the 
chairmanship of Shri M. Narasimham to examine all aspects relating 
to the structure, organization, function and procedures of the 
financial system. The committee has observed different issues like 
direct investments, interest rate on SLR & CRR, (Statutory Liquidity 
Ratio & Cash Reserve Ratio) directed credit programme, interest 
rates and capital adequacy, etc.  
 After that, the committee suggested that there is a need of 
financial reforms of banking sector in India and new banks with 
strong local character to be set up. 
 
? The Narasimham Committee Recommendations : 1   
1. To develop four-level market oriented banking system.  
2. To adopt liberal policy towards foreign banks.  
3. To bring statutory Liquidity Ratio (SLR) at the level of 25%.  
4. More deregulation of interest rates.   
5. To make three – four large banks having international 
standards.  
6. To concentrate on the Profitability, productivity and 
efficiency of banks.  
7. The matter of opening the new branches or to close the 
existing branches should be left on the commercial 
instructions of individual bank.  
8. Joint venture must be allowed between Indian Banks and 
foreign banks.  
 9. Freedom and consolidation must be considered more 
important than merely ownership, in banking system.  
10. To spread the role of Private Sector.  
11. De-licensing of the system of opening new branches.  
12. The competition among financial institutions, which may lead 
towards the attitude of syndicate or being the partners.   
 
1.7 New Private Banks : 5   
After the nationalization of major banks in 1969, new banks in 
the private sector could not be set up in India for more than two 
decades though there was no legal bar to that effect. The 
Narasimham committee on financial sector (1991) recommended the 
establishment of such banks in India. The RBI, therefore, issued 
guidelines for the setting up of new private sector banks in India in 
January 1993. These guidelines aim at ensuring that the new banks 
are financially viable and technologically up-to-date from the start. 
They are expected to start functioning in a professional manner, so 
as to improve the image to win the confidence of the depositing 
public.  
 The new banks are required to be registered as public limited 
companies Act-1956, with initial paid up capital of Rs. 100 Crore. 
They are to be governed by the provisions of RBI Act and The 
Banking Regulation Act-1949 and shall comply with the directions 
issued by the RBI.  
 
Ten New Private Sector Banks have been established mainly 
by the financial institutions such as UTI, ICICI, IDBI, HDFC. One 
Such Bank – Times Bank was subsequently merged with another 
new bank- HDFC Bank.  
 
In January 2001, RBI issued fresh guidelines in this respect, 
which raised the share capital of such banks to Rs. 200 Crore and 
permitted the conversion of NBFC in Banks. At present the private 
banks in India are as under:  
 
? Names of Private sector Banks : 
1. The Jammu & Kashmir Bank Ltd.  
2. The Vysya Bank Ltd.  
3. The Federal Bank Ltd.  
 4. The United Weston Bank Ltd.  
5. The Karnataka Bank Ltd.  
6. The South Indian Bank Ltd.  
7. The Karur Vysya Bank Ltd.  
8. The Bank of Rajasthan Ltd.  
9. Development Credit Bank Ltd.  
10. Tamilnad Mercantile Bank Ltd.  
11. The catholic Syrian Bank Ld.  
12. The Lakshmi Vilas Bank Ltd.  
13. The Nedungadi Bank Ltd.  
14. Bharat Overseas Bank Ltd.  
15. City Union Bank Ltd.  
16. The sangli Bank Ltd.  
17. The Dhanalakshmi Bank Ltd.  
18. Lord Krishna Bank Ltd.  
19. The Benares State Bank Ltd.  
20. Nainital Bank Ltd.  
21. The Ratnakar Bank Ltd.  
22. SBI commercial & international Bank Ltd. 
23. The Ganesh Bank of Kurundwad Ltd.  
24. ICICI Bank Ltd.  
25. HDFC Bank Ltd.  
26. UTI Bank Ltd.  
27. Global Trust Bank Ltd.  
28. Indusind Bank Ltd.  
 29. Centurion Bank Ltd.  
30. IDBI Bank Ltd.  
31. Bank of Punjab Ltd.  
 
Among these banks, No. 1 to 23 are called Old Private sector 
banks and 24 to 31 are called New Private sector banks. 
 
1.8 Banking System in India : 
In India, though the money market is still characterized by the 
existence of both the organized and unorganized segments. The 
unorganized sector, comprising the moneylenders and indigenous 
bankers, caters to the credit needs of persons. In organized sector, 
commercial banks and co-operative banks have been in existence for 
the past several decades. The Regional Rural Banks came into 
existence since the middle of seventies. The Banking system in India 
can be studied by this chart. 5   
 
 Indian Banking System 
Central Bank & Monetary Authority. 
Reserve Bank of India 
Apex banking institution 
 
 
I D B I  Small Industrial NABARD   EXIM   National  
  Development Bank of India     Bank   Housing 
          Bank  
Banking Institutions 
 
 
Commercial Banks         R R B.           Co-Operative   
          (Regional Rural Banks)          Banks 
 
Public Sector      Private Sector  
 
State   Nationalized    Indian   Foreign 
Bank        Banks  
Group 
 
SBI  Subsidiary    Old   New  Local  
main  Banks         Banks  Banks          Area Banks 
 
  
 1.9  Indian Banking - an Overview : 4  
 The journey of banking from independence to the year 1994, 
can be seen as under :  
Year Event Result 
1949 Regulation  Banking Companies act - 1949.  
1955 Nationalization Phase I  State Bank of India  
1959 Nationalization Phase II  SBI Subsidiaries.  
1961 Insurance cover to deposits.  Deposit insurance corporation  
1968 Social Control.  National Credit Council.  
1969 Nationalization Phase III 14 Major Commercial Banks.  
1971 Credit Guarantee  Credit Guarantee Corporation. 
1975 New Rural Banks.  Regional Rural Banks.  
1980 Nationalization IV 6 Com. Banks.  
1977  
to  1991 
Different Committees.  
Including Narasimham Committee 
Reports & Recommendations. 
Including new private Banks.  
1994 Private Banks.  10 private Banks  
 
1.10 Role of Banks :  
Banks 
Saving           Investment    Consumption 
 
Through this, the investment requirements of savers are 
reconciled with the credit needs of investors and consumers. 
The banking sector has shown remarkable responsiveness to 
the needs of the planed economy. It has brought about a considerable 
 progress in its efforts at deposit mobilization and has taken a number 
of measures in the recent past to accelerate the rate of growth of 
deposits. To achieve this end, commercial banks opened a number of 
branches in urban and rural areas.  
In this changing scenario, the role of banks is very important 
for the growth & development of customers as well as economy. 
Banking sector is offering traditional & other services as under : 
? Regular saving & current A/cs.  
? Regular FDs.  
? ATM with quontam optima  
? Credit cards & D-mat A/cs.  
? Student Banking & kid e. Bank  
? Special NRI services.  
? Home loan, Vehicle loan & Home appliances loan  
? Tele banking.  
? Internet Banking  
? Power pay roll A/cs.  
? Online trading.  
? Business multiplier A/cs.  
? Loans against shares.  
? Insurance  
? Portfolio investment scheme  
? Relief Bonds & mutual funds.  
 ? Senior citizen – special deposit scheme.  
? Munshi scheme  
? Bureau de change, etc.  
? Banking in Cyber age : 6   
The electronic age has meant several changes for banking. 
Firstly the delivery channels have increased leading to lower cost 
and wider variety of services. The channels include Internet, ATM 
and phone banking. Internet Banking has been enabled by the 
passage of the IT act in India.  
The second set of development relates to activities of the 
regulator. The recently launched negotiated dealing system for bond 
markets is an example of electronics has transformed the functioning 
of the financial markets. Thirdly, the electronic age has affected 
clearing systems, leading to very fast and more reliable Electronic 
funds transfer. The development in electronic banking has also led to 
new areas of risk such as data security and integrity. These require 
newer techniques of risk management.  
1.11 Growth of Indian Banks : 
 During last five years, the growth of Indian Banking Sector is 
drastically increased. This can be seen in the following tables. 
 1.11 (a) Branch expansion of banking sector in India. 
Banking group 1998-1999 1999-2000 2000-2001 2001-2002
1) SBI group 13359 13482 13559 13593
2) Other nationalized Banks 32501 32802 32764 32791
3) Old private Banks 4154 4237 4266 4323
4) New Private Banks 345 460 836 988
5) Foreign Banks 173 175 189 194
Total No. of Branches → 50532 51156 51614 51889
Source :  IBA Bulletin March 2003. 
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 From the above Table and Chart, it can be seen that the major 
group serving all over the country is other nationalized banks group. 
However, during last five years, in SBI group, other nationalized 
banks and old private banks, there is not that much increase in 
 branches. But, in New Private banks, branch expansion is very wide. 
It is from 345 to 988 in the year 2001-02. More and more branches 
of new private banks are opened at present. 
 1.11 (b)  Bank Group-wise Financial Performance 
Operating Expenses 
 
Year 
 
 
Operating 
Profit 
(3 + 11) 
Net 
Profit 
(4 – 7) 
Income 
 
(5 + 6) 
Interest 
Income 
Other 
Income 
Expenditure 
(8+9+11) 
 
Interest 
Expended 
Of which 
Total           Wage Bill 
Provisions 
& Contin- 
gencies 
Spread 
(NII) 
(5-8) 
A. State Bank  
Group 
1999-2000 
 
2000-2001 
 
2001-2002 
 
B. Nationalized 
Bank 
1999-2000 
 
2000-2001 
 
2001-2002 
 
C. Old Private 
Sector Banks 
 
 
 
5,839.14 
(1.74) 
5,739.62 
(1.42) 
8,719.68 
(1.94) 
 
 
7,203.15 
(1.30) 
8,062.06 
(1.29) 
12,953.25 
(1.83) 
 
 
 
 
 
2.679.18 
(0.80) 
2,221.85 
(0.55) 
3,449.49 
(0.77) 
 
 
2,437.00 
(0.44) 
2,095.09 
(0.33) 
4,851.75 
(0.69) 
 
 
 
 
 
34,014.58 
(10.11) 
39,372.4 
(9.77) 
44,762.80 
(9.96) 
 
 
56,896.43 
(10.27) 
64,126.52 
(10.23) 
72,485.95 
(10.26) 
 
 
 
 
 
29,179.67 
(8.67) 
34,152.08 
(8.47) 
38,746.03 
(8.62) 
 
 
50,234.01 
(9.06) 
56,977.36 
(9.09) 
61,975.51 
(8.78) 
 
 
 
 
 
4,834.91 
(1.44) 
5,220.76 
(1.30) 
6,016.77 
(1.34) 
 
 
6,662.42 
(1.20) 
7,149.16 
(1.14) 
10,510.44 
(1.48) 
 
 
 
 
 
31,335.40 
(9.32) 
37,150.99 
(9.21) 
41,313.31 
(9.19) 
 
 
54,459.43 
(9.83) 
62,031.43 
(9.90) 
67,634.20 
(9.58) 
 
 
 
 
 
19,897.06 
(5.91) 
22,903.55 
(5.68) 
26,555.91 
(5.91) 
 
 
35,477.41 
(6.40) 
38,789.64 
(6.19) 
42,597.86 
(6.03) 
 
 
 
 
 
8,278.38 
(2.46) 
10,729.67 
(2.66) 
9,487.21 
(2.11) 
 
 
14,215.87 
(2.57) 
17,274.82 
(2.76) 
16,934.84 
(2.40) 
 
 
 
 
 
5,926.39 
(1.76) 
7,786.39 
(1.93) 
6,728.83 
(1.50) 
 
 
10,468.28 
(1.89) 
13,142.78 
(2.10) 
12,316.55 
(1.74) 
 
 
 
 
 
3,159.96 
(0.94) 
3,517.77 
(0.87) 
5,270.19 
(1.17) 
 
 
4,766.15 
(0.86) 
5,966.97 
(0.95) 
8,101.50 
(1.15) 
 
 
 
 
 
9,282.61 
(2.76) 
11,248.53 
(2.79) 
12,190.12 
(2.71) 
 
 
14,756.6 
(2.66) 
18,187.72 
(2.90) 
19,377.65 
(2.74) 
 
 
 
 1999-2000 
 
2000-2001 
 
2001-2002 
 
D. New Private 
Sector Bank  
1999-2000 
 
2000-2001 
 
2001-2002 
 
E.Foreign Bank  
Group 
1999-2000 
 
2000-2001 
 
2001-2002 
 
1,333.42 
(1.82) 
1,475.75 
(1.75) 
2,516.19 
(2.70) 
 
 
1,243.85 
(2.11) 
1,368.96 
(1.74) 
2,112.07 
(1.21) 
 
 
 
2,687.01 
(3.24) 
3,110.39 
(3.05) 
3,513.01 
(3.13) 
591.68 
(0.81) 
502.15 
(0.59) 
1,004.49 
(1.08) 
 
 
569.42 
(0.97) 
639.41 
(0.81) 
774.62 
(0.44) 
 
 
 
967.97 
(1.17) 
944.98 
(0.93) 
1,492.11 
(1.33) 
8,282.11 
(11.33) 
9,091.20 
(10.76) 
10,946.04 
(11.74) 
 
 
5,407.46 
(9.18) 
7,498.23 
(9.52) 
9,871.40 
(5.66) 
 
 
 
10,329.89 
(12.47) 
11,986.88 
(11.74) 
12,959.89 
(11.56) 
7,065.08 
(9.66) 
8,054.57 
(9.53) 
8,725.33 
(9.36) 
 
 
4,478.31 
(7.60) 
6,437.61 
(8.17) 
7,823.41 
(4.48) 
 
 
 
8,226.81 
(9.93) 
9,469.51 
(9.27) 
9,699.64 
(8.65) 
1,217.03 
(1.66) 
1,036.63 
(1.23) 
2,220.71 
(2.38) 
 
 
929.15 
(1.59) 
1,060.62 
(1.35) 
2,047.99 
(1.18) 
 
 
 
2,103.08 
(2.54) 
2,517.37 
(2.47) 
3,260.25 
(2.91) 
7,690.43 
(10.52) 
8,589.05 
(10.16) 
9,941.55 
(10.67) 
 
 
4,838.04 
(8.21) 
6,858.82 
(8.71) 
9,096.78 
(5.22) 
 
 
 
9,361.92 
(11.31) 
11,041.90 
(10.81) 
11,467.78 
(10.23) 
5,362.85 
(7.33) 
5,931.92 
(7.02) 
6,494.96 
(6.97) 
 
 
3,326.60 
(5.64) 
4,752.76 
(6.03) 
5,813.23 
(3.33) 
 
 
 
4,976.66 
(6.01) 
5,762.89 
(5.64) 
6,053.72 
(5.40) 
1,585.84 
(2.17) 
1,683.53 
(1.99) 
1,934.89 
(2.08) 
 
 
837.01 
(1.42) 
1,376.51 
(1.75) 
1,946.10 
(1.12) 
 
 
 
2,666.22 
(3.22) 
3,113.60 
(3.05) 
3,393.16 
(3.03) 
1,017.48 
(1.39) 
1,049.57 
(1.24) 
1,178.28 
(1.26) 
 
 
163.36 
(0.28) 
249.55 
(0.32) 
434.80 
(0.25) 
 
 
 
866.98 
(1.05) 
990.04 
(0.97) 
1,122.59 
(1.00) 
741.74 
(1.01) 
973.60 
(1.15) 
1,511.70 
(1.62) 
 
 
674.43 
(1.14) 
729.55 
(0.93) 
1,337.45 
(0.77) 
 
 
 
1,719.04 
(2.08) 
2,165.41 
(2.12) 
2,020.90 
(1.80) 
1,702.23 
(2.33) 
2,122.65 
(2.51) 
2,230.37 
(2.39) 
 
 
1,151.71 
(1.95) 
1,684.85 
(2.14) 
2,010.18 
(1.15) 
 
 
 
3,250.15 
(3.92) 
3,706.62 
(3.62) 
3,645.92 
(3.25) 
 
 Note :  
 
1.  The number is Scheduled Commercial Banks (excluding 
RRBs) in 1999-2000, 2000-2001 and 2001-2002 were 101,100 
and 97, respectively. 
2.  The number of Foreign Banks in 1999-2000, 2000-2001 and 
2001-2002 were 42,42 and 40 respectively. 
3.  The number of Old Private Banks in 1999-2000, 2000-2001 
and 2001-2002 were 24, 23 and 22 respectively. 
4.  The number of New Private Banks for the years 1999-2000, 
2000-2001 and 2001-2002 were 8 in each year. 
5.  Figures in brackets are percentages to Total Assets. 
6.  NII-  Non-Interest Income 
 
Source:  RBI Bulletin, Annual Supplement, 2003. (Report on 
trends and progress of banking in India 2001-02.)  
 The above table reveals that the performance of private and 
foreign banks is very much notable. During the year 2001-02, the 
profitability of all the groups has increased. This is a good sign for 
the banking industry. 
 Table 1.11 (c) 
Bank Profitability of the World : Return on Assets 
                     (in percent)  
Return on Assets 
          1997      1998     1999 2000     2001     Latest       Date       
Latin America 
Argentina 
Brazil 
Chile 
Colombia 
Ecuador 
Mexico 
Peru 
Uruguay 
Venezuela 
Eastern Europe 
Bulgaria 
Czech Republic 
Hungary 
Latvia 
Lithuania 
Poland 
Romania 
Russia 
Slovak Republic 
Slovenia 
Western Europe 
France 
Germany 
Italy 
Portugal 
Spain 
United Kingdom 
Turkey 
Asia 
India 
Indonesia 
Korea 
Malaysia 
Pakistan 
Philippines 
Thailand 
United States 
Japan** 
Canada 
 
1.0 
0.5 
1.0 
1.2 
1.2 
0.4 
1.2 
- 
4.3 
 
- 
-0.2 
1.0 
- 
0.3 
2.1 
- 
- 
0.1 
1.1 
 
0.3* 
0.2 
0.1* 
- 
0.8 
0.9 
2.7 
 
0.7 
- 
-0.9 
- 
-1.2 
1.7 
-0.8 
1.3 
0.0 
0.7 
0.5
0.6
0.9
-2.2
0.8
0.6
0.7
0.9
4.9
-
-1.2
-2.2
-1.5
0.9
1.2
-
-
-0.5
1.2
0.3*
0.3
0.5*
0.7
0.9
0.8
1.9
0.8
-19.9
-3.3
-
0.5
0.8
-5.1
1.1
-0.6
0.5
0.2
1.6
0.7
-3.2
0.2
0.7
0.3
1.3
3.1
3.3
-0.3
0.5
1.1
0.2
0.9
-0.1
-
-2.3
0.8
0.4*
0.2
0.6*
0.7
0.9
1.0
-0.4
0.5
-9.1
-1.3
1.1
-0.2
0.4
-5.4
1.3
-0.5
0.7
0.0
1.0
1.0
-1.7
-2.8
0.9
0.3
0.9
2.9
4.3
0.7
1.2
1.7
0.5
1.1
2.6
0.7
1.4
1.1
0.6*
0.2
0.8*
0.6
1.0
0.9
-0.8
0.7
0.1
-0.6
1.1
-0.2
0.4
-1.6
1.2
0.2
0.7
0.1
0.2
1.3
0.1
-6.6
0.8
0.4
-0.3
2.8
3.4
0.7
1.7
1.3
0.2
1.0
-
2.1
1.1
0.4
0.4*
0.2
0.6*
0.6
0.9
0.6
-1.9
0.6
0.8
0.8
0.8
-0.5
0.4
-0.2
1.1
0.0
0.6
 
- 
2.0 
1.3 
1.2 
2.1 
1.0 
0.7 
-15.2 
6.1 
 
- 
1.4 
- 
1.4 
- 
0.9 
- 
3.2 
1.1 
1.5 
 
- 
- 
- 
- 
- 
0.7 
0.4 
 
0.8 
1.8 
0.8 
- 
- 
0.7 
0.7 
1.4 
-0.4 
0.5 
 
- 
Sep-02 
Sep-02 
Dec-02 
Oct-02 
Sep-02 
Nov-02 
Sep-02 
Aug-02 
 
- 
Sep-02 
- 
Dec-02 
- 
Jun-02 
- 
Jun-02 
Oct-02 
Jun-02 
 
- 
- 
- 
- 
- 
Jun-02 
Jun-02 
 
Mar-02 
Sep-02 
Sep-02 
- 
- 
Jun-02 
Sep-02 
Sep-02 
Nov-02 
Sep-02 
 Note: -  - Not Available 
1 Private Banks Only 
2 Estimate Due to negative equity 
 
Source: Global Financial Stability Report, IMF, 2003. 
 The above table indicates the Return on Assets in India and 
Canada is the best not only in Asia, but it is competing with the rest 
of the world also. The profitability of Latin America may be the best 
in the world because of a good and consistent result of most of the 
countries. In Asia, so many countries have gotten negative result, 
which should be improved.  
 
1.12 Problems & Prospects of Indian Banks : 
 During the post reform period and due to the situation because 
of liberalization, privatization and globalization, Indian Banking 
sector is facing some problems and challenges. These are as under: - 
 
♦ Low profitability and productivity 
♦ Lack of integrity 
♦ Increase of administrative expenses 
 ♦ Survival of loss making branches 
♦ Scandles 
♦ Lack of professional behaviour 
♦ Lack of personal and friendly approach with customers. 
♦ Non-performing assets 
♦ Customer oriented market  
♦ Problem of customer satisfaction 
♦ Post VRS effect in nationalized banks. 
♦ Depression period running over the country. 
♦ Managing workforce 
♦ Management of technological advancement. 
 
However, the banks have some prospects in present 
environment. By converting threats into opportunities, the banks can 
have better advantages these opportunities are as under: 
♦ Offering of innovative products, door to door service approach 
♦ Better customer services by customer relationship 
management 
♦ Professional approach 
 ♦ Managerial excellence 
♦ Marketing and technological orientation 
♦ Mass-class customized and cyber services 
♦ Branch expansion or rationalization of branches 
♦ Deposit mobilization 
♦ NPA management 
♦ Asset reconstruction 
♦ Motivational HRM Policies 
♦ Change in landing process 
♦ Mergers and acquisitions. 
♦ Adoption of bench marking and total quality management 
concept. 
 
1.13 Conclusion : 
 Now a day, there is a paradigm shift in banking sector in India 
due to WTO agreement, electronic age, LPG and corporate 
governance. So, the banks have to be customer centric and proficient 
in managing risk, technology, assets and liabilities. The banks have 
to try to increase profitability and productivity by restructuring the 
 banks and efficient recovery process. The disclosure and 
transparency standards in annual report are very much needed. 
 
 The Reserve Bank of India has taken several steps to 
strengthen the banking sector like providing more operational 
flexibility, to enhance the competitive efficiency and strengthen the 
legal framework governing operations of banks. But still the 
government and RBI can take some steps to strengthen the banking 
sector by introduction of capital adequacy standards on the line of 
Basel norms. Prudential norms on asset classification, income 
recognition and provisioning, introduction of valuation norms for 
market risk investments, introduction of off site monitoring system 
etc. steps can be taken. 
 
 With the collective efforts of the Government, RBI, Bank 
officials and customers, the Indian Banking Sector can leads to 
progress and prosperity compared to the rest of the world. 
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 CUSTOMER’S PREFERENCE 
 
2.1  Introduction: -  
 “A customer is the most important visitor of our premises. He is 
not an interruption of our work. He is not an outsider in our 
business. He is part of it. We are not doing him a favour by serving 
him; he is doing us a favour by giving us an opportunity to do so. 
 A customer is not someone to argue with, nobody even won an 
argument with a customer. A customer is a person who brings us his 
wants. It is our job to handle them profitably to him.”  
 The words of Mahatma Gandhi are still solid even after five 
decades. These words indicate the importance of customers. For 
every business units, the customer is the key factor for growth. In 
this cutthroat competition, every business unit has to adopt the 
policies for customer’s satisfaction because it is must in this modern 
era for surviving. 
2.2  Customer’s Satisfaction: - 
 Before discussing about customer’s satisfaction, it is important 
to examine who the customer is. However, the definition of 
 customer is broader and covers partners, agents, third parties, 
employees and of course, the end, customers. 
 “The customer is any individual who has a relationship with a 
business unit time to time.” 1 
 The concept of consumer’s satisfaction is a developing 
concept. So, very few have developed this concept.  
 According to Hill (1963), satisfaction is a purchase decision. 
He evaluated the satisfaction by customer’s purchase decision. 3 
 Drucker (1969) asserted that customer’s satisfaction is not 
always the basis of the company’s policy. Marketing has even been 
described as customer satisfaction engineering. 2 
 Kotler (2000) described satisfaction as, “it is a person’s feeling 
of pleasure or disappointment resulting from comparing a product’s 
perceived performance or outcome in relation to his or her 
expectations.”1 
 Howard and Sheth (1969) have defined customer satisfaction 
as “the buyer’s cognitive stage of being adequately or inadequately 
rewarded for the sacrifice he/she has undergone.” 
 
 2.3  Customer’s Satisfaction in service Sector: - 
 Nobody can refuse that nowadays, to survive in market, every 
marketer has to adopt customer orientation. In production units, 
satisfaction may be an easy job. But in service sector, the marketer 
has to satisfy the customers with words and providing services. 
Service marketing is difficult because services are intangible, 
perishable, variable and inseparateble. The free sample cannot be 
given of services like a product. So, service quality must be 
maintained. There are only four Ps of service marketing, and that are 
people, people, people and people. If any business unit providing a 
service wants to satisfy its customer, it has to remember the 
following determinates of service quality. : 1 
i) Access: The service is easy to obtain in convenient locations at 
convenient times with little waiting. 
ii) Communication: The service is described accurately in the 
consumer's language. 
iii) Competence: The employees possess the required skill and 
knowledge. 
 iv) Courtesy: The employees are friendly, respectful and 
considerate. 
v) Credibility: The company and employees are trust-worthy 
and have the customer’s best interest at heart. 
vi) Reliability: The service is performed with consistency and 
accuracy. 
vii) Responsiveness: The employees respond quickly and 
creatively to customer’s requests and problems.    
viii) Security: The service is free form danger, risk or doubt.  
ix) Tangibles: The service tangibles correctly project the service 
quality. 
x) Understanding / knowing the customer: The employees 
make an effect to understand the customer’s need and provide 
individual attention. 
2.4  Service Quality Model and Managing the Service 
Quality:  
 A service quality model is developed by Zeithaml and Leonard 
Berry is as under:  
  Word of Mouth Communications  Personal Needs  Past Experience 
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  Gap5 
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       Service Delivery        Gap4 External Comm- 
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       Post contracts    Customers 
     Gap3       
  Gap 1     
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       Perceptions into  
       Service quality 
       Spaces. 
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       Mgt. Perceptions 
       Of consumer 
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Service Quality Model. 
 
Managing Service Quality :  
 One of the major ways to differentiate a service firm is to deliver 
constantly higher quality service than competitors. The key is to meet or 
exceed the target customer’s service quality expectations. Unsuccessful 
service delivery according to this model will be as under:  
• Gap between consumer expectation and management perception. 
• Gap between management perception and service quality 
specification.  
 • Gap between service quality specifications and service 
delivery 
• Gap between service delivery and external communications 
• Gap between perceived services and expected services. 
 
2.5 Customer’s Satisfaction in Banks : 
 In banking services, there is also a cutthroat competition. 
Customers have a wide option of nationalized, Private, foreign and 
co-operative banks. So, the concept of customer’s satisfaction is 
must for banks also. The customer will prefer that bank only who 
tries to satisfy him by applying the service quality model and 
determinants positively. The customer prefer the bank on the basis of 
the quality of service and after receiving the services, he compares 
the perceived service with expected service. If the provider meets 
that expected services, the customer would be loyal to him. 
 Clearly, customers will be satisfied if they get what they want, 
when they want, where they want, and how they want. Still, it is 
necessary to research the specific customer for specific service. 
Thus, bank customers may expect on a trip to a bank that they will 
 not wait in line more than five minutes, the teller will be courteous, 
knowledgeable and accurate, and that the computer will not break 
down. Service providers must do their best to identify the 
expectations of their target customers with respect to each specific 
service. 
 Particularly, in banks, it is very difficult to know, whether the 
customer is satisfied or not. It is also difficult to know his or her 
expectations and at every time it is not easy to satisfy all his or her 
expectations. So, bankers have to try to give good service network to 
satisfy the customer. 
 Whenever we talk of customer’s service, bankers generally 
view it as a compliance with the recommend actions made by the 
Goiparia Committee, like, issue of draft or fixed deposit receipt 
within a specified time limit etc. But it is only the first step towards 
improving customer service. 
 Customer service is a dynamic, creative and interactive 
process where both the banker and customer are actively involved in 
improving the process continuously. Hence, the standard of 
customer service, as laid down by the RBI will be necessary but not 
 sufficient condition for survival and growth. The quality of service 
should keep pace with the rising expectations of the customers. 
 Private banks are taking more & more steps for customer’s 
satisfaction by offering good services. But it is very difficult for 
every nationalized bank to compete with private banks as far as 
services are related. 
 No doubt, some public sector banks have started & adopted 
customers’ orientation. The demanding customer feels expectations 
& perception Gap. Who fills this gap can satisfy the customer. 
 
2.6  Customer Relationship Management in Banks :  
 A cutthroat competition running all over Indian Banking 
industry has lead to the need of customer relationship. Banks have to 
come out with innovative measures to satisfy the needs of their 
present customers, acquire new ones and adopt procedures to win 
back the lost customers. This can be possible by their contact, 
services and insight, and meeting their expectations. And, for that, 
banks have to adopt a strategy that is commonly known as CRM. 
ICICI starts its relationship with customers by giving a form called 
                                                    
                                       ICV                 CR
“Customer relationship form”. Like this, most of the Indian Banks 
are now turning to CRM as they are increasingly realizing that the 
cost of acquiring new customer is far higher than the cost of 
retaining existing ones. 
 CRM is a business strategy to learn more and more about the 
customer’s behavior and requirements in order to create long-term 
relationships with them.9 
 It is a comprehensive strategy and process of acquiring, 
retaining and partnering with selective customers to create superior 
value for the bank and its customers. The components of CRM are: 
 
 
 
 
 
 
 
 
CA – Customer Acquisition encompasses: 
? Counter Staff Automation Marketing 
CR – Customer Retention through….. 
? Data warehousing & analytical tools 
? Customer Service 
 
CA
 ? Call Service 
? Contact Center 
ICV – Improved Customer Value through.…  
? Marketing automation and campaign  
? Management for selling  
? Data warehousing & analytical tools. 
 
 CRM has a number of positive effects on the running of a 
bank. It provides a clear picture to management. For the business, 
decision-making, profile of customers and explore business 
development possibilities. 
 
2.7  Customer’s Preference (for Banks) :  
 Through the implementation of CRM, Banks can know the 
expectations of the customers. The customer will prefer that bank 
only that fulfills his or her expectations. 
 
 So, every bank has to try for the customer’s preference. 
Customer's preference means, “his, priority in different criterias of 
 his expectations.” The banker, who thinks always about customer’s 
preference, will convert his ‘near’ customers to ‘dear’ ones. There 
are some dynamics and criterias for customer's preferences in 
banking sector. 
 
Dynamics / Preferences Criterias :   
I) Product Profile 
II) Rates of deposits & advances 
III) Process of sanctioning loan-advances 
IV) Behavioral aspect 
V) Physical environment of Bank 
VI) Overall Service aspect. 
 
I)  Product Profile :  
 Nowadays, banking industry is offering so many services to 
the customers ATMs, Tele banking, Phone banking, merchant 
banking, e-loans, Internet banking, portfolio investment scheme, etc. 
are the innovative products. Deposits & Loans are the traditional 
products. The customer will prefer that bank only, which provide the 
entire service network. The product profile should be the ideal 
 mixture of both traditional and innovative services of the bank. “All 
the services under one roof.” -will attract the customers. So, the 
product profile is an important criteria for customer’s preference. It 
is also important that the informations of product profile should be 
given to each and every customer. For this, web sites have been 
launched by most of the banks. The readiness for giving 
informations to every customer is also important for customer’s 
preference. 
 
II)  Rates :   
 The customers will prefer that bank which is offering 
affordable and attractive rates. Some banks are offering high rates 
and high efficiency in case of deposits. The rates of FDs, the rates of 
landings, home loans, vehicle loans, home appliances loans, 
educational loans, etc. should be competitive. Moreover, if there are 
any mistakes in calculating the rates, the customers will be 
dissatisfied. Some banks are offering “Quantum Optima’ for fixed 
deposits in ATM. Definitely, the customer will prefer affordable, 
competitive and floating rates for loans, FD and other products.   
 III)  Process of Sanctioning loans-advances : 
 It has now become a history when a much long time was taken 
for sanctioning of loans. The customer was becoming tired and 
irritated by this lengthy and confusive sanctioning process. Now, he 
needs speedy and easy process of loan sanctioning. He wants simple 
and short process of sanctioning for loans. He wants speedy 
payments. 
 So, naturally, he will prefer that bank, which provides speedy 
process and quick payment. If the customer is satisfied with his 
bank, he will prefer and be loyal with that bank. Flexibility in rates, 
time limit and repayment is very much necessary. Besides, the 
customer will prefer that bank which is honest, gets regular recovery 
and gives rapid calculations on demand. Nowadays, in case of some 
long-term loans, some banks are offering insurance coverage. This 
coverage provides safety to both the parties-Banker as well as 
customer. So, the customers prefer that bank which provides this 
facility. Sometimes, by considering the cutthroat competition 
scenario, some banks offer 0% processing fee for loans. So, many 
customers prefer this attitude offered by the banks. 
 IV) Beharioural Aspects : 
 The customer is a king of market. He has his own ego. So, he 
always expects that type of behaviour, which appeals to his ego. The 
bankers can satisfy the customers by good behaviour also. Many 
customers are very much dissatisfied by the behaviour of employees 
and managers of the bank. Now, it will not be acceptable, because 
the customer will prefer only that bank whose staff is ready for 
providing services, and customer oriented. They will prefer the 
noble, co-operative and smiling bank staff and bank managers. They 
will prefer that banker only who is very punctual in timings, who is 
giving pleasant answer on telephone also. Thus, the positive 
behavioural aspect affects very much on the customer’s preference 
for the bank. 
 
 BOB has started door-to-door services and a behavioural 
aspect to customers. Some banks give supreme treatment by serving 
the customers in the branch as well as outside the branch. Some 
branch managers welcome the customers whenever they come in the 
branch and spare some time to interact with them. Some branch 
 managers make either personal or telephonic contact with their 
customers in any kind of their good or sad events. Some bankers 
organize picture show, musical event or any cultural programmers to 
make their customers happy with such manners. They send messages 
or mails to the customers on birthdays, anniversaries etc. to satisfy 
their customer’s ego status. 
 
V) Physical Environment :  
 In recent time, we can see a bank with very attractive physical 
condition or layout. A wide and clean place, colored and 
comfortable furniture, big counters, paperless office, fully air-
conditioned, pleasant and peaceful environment etc. can impress and 
satisfy the customers very much. It makes the routine speedy and 
pleasant. So, the customers will not prefer a congested, dark, boring 
and tiresome environment of banks.  
 
  The customers will prefer advanced technology, attractive and 
wide layout and pleasant environment of a bank. “Waiting should 
also be enjoyable and comfortable.” The customer should be getting 
 informations about bank products from the soft board during the 
time of waiting. There should be light music system arrangement in 
the bank. Fingure-touch display system should be activated in the 
branch for availing any information easily to the customers. Single 
window system should be implemented by the banks. It is a system 
by which the customer can do any banking function by visiting any 
counter situated in the bank branch. The arrangement for fresh, cool, 
purified water for the customers leads to satisfaction.  
 
VI)  Overall Service Attitude :  
 Besides all these facilities, a customer wants the best services. 
So, the bank which offers good service network, ready to serve 
approach, positive approach, personal, friendly as well as 
professional approach and consistency in services will be preferable 
by the customers. 
 
 For these, the banks, should fix the timings for each service 
e.g. time to be taken for payments, time to be taken to release new 
cheque books, timings for clearing the cheques, timings for 
 replacement of damaged currency, timings for exchange of coins, 
etc. 
 If the bank offers all these aspect for its customer’s 
satisfaction, the customer also will be loyal to his bank forever and 
prefer that particular bank only. 
 
MANAGERIAL EFFECTIVENESS  
 There are three types of effectiveness discussed in commerce. 
Leadership effectiveness, managerial effectiveness and 
organisational effectiveness. First of all, these three concepts are to 
be cleared.  
 
2.8  Leadership Vs. Managership :4 
 Leadership is a process of stimulating members of the group 
towards a particular direction. Leadership is a part of management, 
but not all of it. A manager is required to plan and organize, for 
example, but all we ask of a leader is that he gets others to follow. 
The strong leader can be a weak manger because he is a weak in 
planning or some other managerial duty. 
   All work done by a leader may not be management activities. 
A good manager must be an effective leader, many outstanding 
leaders have, infect been poor managers. The reverse is also 
possible. It is essential that a person to be an effective manger must 
also be an effective leader. 
 
2.9  Successful Leader & Effective Leader : 5 
 A successful leader can be called when he is able to get the 
desired result from the followers of outsiders measured by 
productivity. A successful leader is not necessarily effective.   
 Effectiveness describes the internal state or predisposition of 
an individual or a group and, thus, is attitudinal in nature. Effective 
leaders not only concentrate on production, but on the need of 
followers. 
 There is also a need to know the difference between 
effectiveness and efficiency. 
 The focus in this chapter will be primarily on effectiveness, 
because as Peter Drucker, a founding father of management theory 
has written: - “Effectiveness is the foundation of success, efficiency 
 is a minimum condition for survival after success has been achieved. 
Efficiency is concerned with doing things right. Effectiveness is 
concerned with doing the right things.”2 
 The successful versus effective framework is a way of 
evaluating the response to a specific behavioural event and not of 
evaluating performance overtime. 
 
2.10  Management Effectiveness Vs. Leadership 
Effectiveness:7 
 Management effectiveness is an effective attempt to engage in 
leadership for achieving organizational goals, not personal goals. It 
is called effective operation of the firm. 
 
 The study of Fred Luthas says that effective managers lead to 
satisfied, committed employees and high performing departments. 
The study reported that successful mangers spent more of their time 
and effort networking with others inside and outside the 
organization. 
 
   Leadership effectiveness is an effective attempt to influence 
someone. It may be human resources or others. The leaders will be 
highly effective if their style of leadership is appropriate to the needs 
of the situation and meets the requirement of the subordinates. 
Effective leadership is concerned with proclivity persistence and 
goal focus and vision. The tri dimensional leadership effectiveness 
mode developed by W.J.Reddin is as under: 6 
 
 
 
 
 
   Relationship 
   Dimension 
 
 
 Task Dimension 
 
 According to Reddin, effectiveness is not only dependent on 
actual behaviour but the environment also. So, environment is also a 
dimension. 
 
 The important part of this topic is managerial effectiveness. 
So, it should be weighted more. The effective mangers spent most of 
their time in communication, exchanging information and HRM. 
 
 These activities contributed most to the quality and quantity of their 
high performing departments. 
 
Role Efficacy of Managers 
 
 
  Descriptive categories    Real Manger’s activities 
 
  Exchange informations   Communication 
  Paperwork 
 
  Planning  
  Decision Making    Traditional Management 
  Controlling  
 
  Interacting with outsiders   Networking 
  Socializing 
 
  Training 
  Staffing 
  Disciplining     HRM 
  Motivating 
  Managing conflict 
 
 
  This role efficacy can be used to increase managerial effectiveness. 
 
2.11  Organizational effectiveness and managerial 
excellence :  
 While discussing effectiveness, leadership and managerial 
effectiveness are important aspects. But the most important aspect of 
effectiveness is its relationship to an entire organization over a 
period of time. 
 
  Rensis Linkert identifies three variables which are useful to 
judge and measure organizational effectiveness. These three 
variables are casual, intervening and output-result. So, 
organizational effectiveness can be identified by the following 
figure:- 8 
      Casual Variables Intervening Variables Output variables 
 
 
 
 
 
 
 
 
 
 
Managerial Excellence 
 Excellence demands creation of conditions that motivate one’s 
intellectual, emotional and moral growth. If those conditions are 
fulfilled, the scope for spontaneous enjoyment in learning and 
pleasure in creating will perhaps be enlarged. But excellence 
requires imaginative insight, coherence of mind, morale, aesthetic 
and intuitive awareness. In reality, a creative search developing 
insights is likely to discover new ideas, positive action, effective 
goals and priorities. Excellence is a discipline, an attitude of mind, a 
- Leadership           
strategies, skills, 
styles. 
- Mgt. decisions 
- Technology 
- Org. objectives 
policies, structure. 
- Commitment to 
objectives, 
motivation, morale 
- Skills in leadership 
communication 
- Conflict resolution 
- Decision making 
- Production 
- Costs 
- Sales 
- Earnings 
- Turnover 
 storehouse of thoughts and ideas, which may help mgt. to follow 
positive way of life. Excellence needs a comprehensive look on the 
totality of the situation. Excellence is expected to explore human 
capabilities with spin off benefit to other areas. It is specifically 
necessary for survival, growth & prosperity. With the introduction of 
new technology in industry, there is no scope for human 
obsolescence, particularly in a situation where survival is only of the 
fittest. Excellence from organizational point of view signifies a clear 
and undiluted vision of goal and a positive action towards achieving 
that goal. It symbolizes the productive utilization of resources of an 
organizational though creation and exploitation of potential 
resources.  
2.12  Managerial Effectiveness for Banks :  
 After discussing the effectiveness in broader way, it is 
necessary to discuss the importance of managerial effectiveness in 
banks. The world is going global & very fast by all means. The 
liberalization, privatization & globalization have affected every field 
of economy. Within the cutthroat competitions in banking sector and 
changing government policies, the traditional management cannot be 
 helpful in banks. Now, it is time for all types of private-public sector 
banks to think about managerial effectiveness. Managerial 
effectiveness is different & broader from leadership effectiveness. 
The bank manger has to be not only effective leader but also an 
effective manger. He has to try more & more far managerial 
effectiveness, which will lead to organizational effectiveness and 
excellence. 
  
For this, the managers have to concentrate not only on the 
motivation of employees & internal environment, but also the 
external environment, the market, and the customers. They have to 
be up-to-date knowledge of technological advancement used in 
banks. In the post VRS scenario, they have to manage staff crisis and 
give satisfaction to their employees and customers both. Moreover, 
They have to increase the business & profitability of their bank. So, 
the responsibility of a bank manger has been increased in recent 
time, and that’s why there is a keen need of managerial effectiveness 
for banking sector. Particularly, nowadays, the attitude and 
behaviour of Nationalized banks managers have been changed 
 drastically. Nationalized bank mangers are offering good services, 
good behaviour, good response and good product profile nowadays 
to compete with the private banks. They are opting dynamic 
decisions in different cases. Generally, managerial effectiveness of a 
bank manager requires:  
? Readiness to give informations to any customer at any time. 
? Convincing power and readiness to explain loans & advances 
rates and policies. 
? Managing the conflicts between employees and employees – 
customers. 
? Ability to identify the mal practices in the shown annual 
accounts 
? Ability for regular recovery 
? Ability to take rapid actions. 
? Ability to get rid from scandals, to keep himself away from 
scandals. 
? Managing the cash and give satisfaction to all the customers 
? Solution of managing the customer’s complaints and 
grievances immediately. 
 ? Best efforts for innovating products and efficient marketing 
? Best efforts to give better physical conditions to employees. 
? Motivating the employees 
? Creating an enjoyable, comfortable an effective physical 
structure of a bank 
? Keeping suggestion box in a bank and try for implementing 
the suggestions. 
? Remaining up to date with advanced technology. 
 
 So, managerial effectiveness of a bank manager would be the 
best if he applies service determinants positively discussed before. 
 For this, a manager can use following practices –  
• A strategic concept 
• A history of top management and commitment to quality 
• The setting of high standards. 
• Systems for monitoring service performance. 
• Systems for satisfying complaining customers. 
• Satisfying the employees as well as the customers. 
 
 2.13  Conclusion : 
 From the whole discussion of part A & B, it can be concluded 
that a satisfied customer of a bank will remain loyal with his bank, 
he will prefer his bank. But, for the customer’s satisfaction and 
preference, the role of a bank manager is very important. If a bank 
manager is customer oriented, and effective according to customer’s 
need, he will influence his customers. The customer may prefer that 
bank only, whose bank manger is dynamic, positive, enthusiastic and 
ready to serve the customers.   
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 3.1 Introduction :  
 The world has become a global market. The impact of 
globalization, privatization and liberalization has totally changed the 
style of banking sector in India. In India, banking sector is entering 
in several new activities like merchant banking, leasing, portfolio-
investment, Tele banking, venture capital and financial services as 
general besides their traditional services.  
  
Now a day, the bankers have to deal with a large number of 
matters. They do all the activities, which can assist customers. The 
more highly developed a country, is the instrumentality of a banker 
utilized to carry through commercial transactions.  
 
The goal of every bank in this modern era should be “The 
Customer’s Satisfaction.” To exist in this cutthroat competition, and 
changing economic environment, every bank has to satisfy its 
customers through “Customer Relationship Management” and 
“Managerial Effectiveness”. Because in banking services, the 
customer has a preference of services and preference of banks also.  
 3.2 Review of the existing Literature : 
 The following important research studies have been carried out 
in Indian context or else where as far as managerial activities are 
concerned : 
George Cofeman (1954) has investigated the backgrounds of 
directors in Joint Stock Co. Scott educational background of 
managers in Britain. In a study by Rosen (1959) it was found that 
managers were more intelligent than the general population. Sagar 
C. Jain (1971) has conducted a study on the social origin and career 
of the Indian managers. Ghiselli (1971) has conducted a study of 
managers with whom he concluded that the supervisory managers 
ability should be closely related to managerial success. N. Shaik 
Mohamed  (1997) had studied about professional Management 
Effectiveness. Ghosh and Manerikar (1974) have enquired on the 
traits of Indian managers. Roy and Shawan (1984) have found in 
their study of managers that they valued highly organizational 
leadership, production, growth, stability, customers’, and employees 
among other things. Dr. Upinder Dhar and Dr. Prashant Mishra have 
 studied on 'Leadership effectiveness' with reference to middle level 
leadership positions in manufacturing and service orgainsations.  
Regarding customers’ satisfaction in banks, G.R.K. Murty has 
given his views on CRM in banks. Dr. S.T. Ramachandra (2000) has 
studied on customer Relationship Management in banks. He 
concludes that the banks can be made more customers – friendly. 
The banks can achieve maximum profitability by offering services. 
Mr. R. Sampath Kumar has studied 'The consumer behaviour with 
reference to selected products' for the degree of Ph.D. (2001). He has 
discussed about the consumer behaviours and studied it in different 
areas of Hyderabad city, and Nalgonda district. The consumer 
behaviour for non-durable and durable products reveals that the 
consumers uniformly desire to have quality products at reasonable 
prices. Dr. Parimal H.Vyas has studied on ' consumers' satisfaction 
measurement in using plastic money' (2001) by using primary data. 
He suggested that annual fees for credit cards should be reduced and 
merchant establishments should be increased. Recharging payments 
should be moved on the credit and Dr. M.L. Agrawal has expressed 
his suggestions and views about the millennium service buyer's 
 expectations, which can lead to profit opportunities. The service 
buyer would be actively seeking value, be empowered technology-
oriented and with long experience of using the products.  
 
3.3 Gaps :  
 According to the researcher, no research was found related to 
customers’ preference. Customer’s satisfaction leads to preference of 
his or her bank. The satisfaction is depended on the managerial 
effectiveness of a manager of the particular bank. As far as the study 
of customers’ preference and its relation with managerial 
effectiveness (customer oriented) in nationalized and private banks 
have not been found so far. There is a competition between 
nationalized and private banks regarding services to customers. So it 
is a keen need to study this matter. That is why this topic is selected 
by the researcher.  
 
? The Topic : 
 “The study of customers’ preference and managerial 
effectiveness of Nationalized and private sector banks.” 
 ? Research Methodology : 
 The research methodology of the selected topic follows in 
these dimensions : 
 
3.4.1 Sampling Design :  
 The population of the study consists of all types of customers 
in nationalized and private sector banks. It also consists of all the 
managers in different categories of a particular branch in both the 
banking groups. But as far as the number of customers and managers 
in the banks of Gujarat is quite more, and the study is undertaken by 
an individual researcher. It is not easy to contact all. So, the 
convenient random sampling is selected as under :  
For Customers' Preference  
Bank Given Response 
Nationalized  
Private  
400 
100 
216 
40 
Total 500 256 
 
For managerial effectiveness 
Bank Given Response 
Nationalized  
Private  
60 
40 
41 
15 
Total 100 56 
 
 3.4.2 Scope of the study :  
 The scope of the study is very wide. But for this study and 
meaningful research design, five parameters in relation to customers’ 
preference is selected by the researcher like product informations, 
informations about rates, informations about loans and advances, 
informations about behavioural aspect of banks and information 
about office environment of banks. The problems faced by the 
customers and suggestions made by them are covered also.  
 To evaluate managerial effectiveness, six cases are developed 
by the researcher related with customers. The priority to meet the 
customers, and the problems and suggestions from the managers to 
improve managerial effectiveness are covered also. So, the scope of 
this research is wide in this direction.  
 
3.4.3 The Nature of the study :  
 It is an empirical research. The number of customers and 
managers of nationalized and private banks are quite more. So, it 
may be beyond the capacity of an individual researcher to pursue the 
study on hundred percent enumerative basis. So, the study is 
 undertaken on the basis of adequate size of sampled bank customers 
and managers discussed in sampling design.  
 
3.4.4 Investigative questions :  
 This study focuses on satisfaction measures taken by 
nationalized and private sector banks. It also focuses the managerial 
effectiveness related to customers in both the banking groups. 
Through this research, the researcher would like to address the 
following questions :  
 
(A) Whether the information availability in nationalized and 
private banks is same as not.  
(B) Whether the rates of both the banking groups are affordable 
and attractive for the customers or not.  
(C) Whether the process of loans and advances of both types of 
banks is satisfactory for customers or not.  
(D) Whether the behaviour of staff towards customers in both 
types of banks is satisfactory or not.  
 (E) Whether the office environment and physical condition of both 
types of banks are same or not.  
(F) Whether the managerial effectiveness of managers in both 
types of banks are satisfactory and same as not.  
 
3.4.5 Objectives of the study : 
1. To evaluate the product information readiness for nationalized 
and private banks. 
2. To evaluate rates and loan process in both the banking groups. 
3. To evaluate customers satisfaction measures taken by banking 
authority. 
4. To observe behavioral aspect of employees towards customers 
in both the groups. 
5. To observe physical, office environment in both the banking 
groups. 
6. To compare the satisfaction of customers in nationalized and 
private sector banks.  
7. To evaluate managerial effectiveness of nationalized and 
private banks. 
 8. To study the problems faced by the customers and mangers of 
both the banking groups. 
9. To get suggestions from customers and managers for better 
managerial effectiveness. 
 
3.4.6 Hypotheses : 
 The Broader Hypothesis would be as under: 
1. There is no significant difference in customer's preference 
regarding types of banks. 
2. There is no significant difference in mean score of customers' 
preference and other individual variables in overall customers 
group.  
3. There is no significant difference in mean score of customers' 
preference and other variables in case of nationalized banks.  
4. There is no significant difference in mean score of customers' 
preference and other variables in case of private banks.  
5. There is no significant difference in managerial effectiveness 
in nationalized and private sector banks.  
 6. There is no significant difference in mean score of managerial 
effectiveness and other variables.  
7. There is no correlation between customers' preference and 
other individual variables in case of all types of banks.  
8. There is no correlation between managerial effectiveness and 
other individual variables in case of banks.  
 
3.4.7 Data Collection :  
 The study is based mainly on primary data and supported by 
secondary data. The primary data is collected from the customers 
with the help of questionnaires to evaluate customers’ preference. 
For this purpose, a structured questionnaire is prepared and used by 
the researcher regarding five parameters and problems as well as 
suggestions from the customers’ point of view. The questionnaire 
consists five point scaling technique to judge the preference of 
customer for bank operations.  
 To evaluate the customer oriented managerial effectiveness, a 
case based questionnaire is prepared by the researcher regarding six 
cases related to customer service orientation and the problems faced 
 by the managers and suggestions received from the managers of both 
types of banks. The priority to meet the customers is also asked to 
managers. 
 
3.4.8 Data Analysis : 
 The collected data is duly edited, classified and analyzed by 
using appropriate and relevant statistical techniques. The most 
appropriate parametric and non-parametric tests are used by the 
researcher. The data has been presented through univariate and bi-
variate classification with the help of percentage, average dispersion, 
correlation and association. The data has been analyzed and 
hypotheses have been tested at 5% level of significance by applying 
F test, t test, Kendall's W test, etc. according to the need of the study.  
 
3.4.9 Chapter Plan :  
1. Banking - History, Growth And Prospects.  
2. Customer's preference and managerial effectiveness- a 
conceptual framework. 
3. Research methodology. 
 4. Analysis Of Customers’ Preference Of Nationalized & Private 
Sector Banks 
5. Analysis Of Managerial Effectiveness Of Nationalized & 
Private Sector Banks 
6. Summary Findings & Conclusion.  
 
3.4.10 Significance of the research :  
 This study gives a clear picture of nationalized and private 
banks related to the customers. It says whether, the customer is 
satisfied with his or her bank or not. It also draws an attention 
towards the problems faced by the customers for their bank and 
suggestions made by them. It may help the banks to improve 
operational efficiency and customer satisfaction.  
 
 The study gives an idea of customer oriented managerial 
effectiveness of both types of bank managers. Sometimes, managers 
are also helpless and facing some problems. They can also assist 
bank authority by giving some extra ordinary suggestions. This 
study focuses on this area.   
 3.4.11 Limitations of the study : 
 The researcher is well aware of the following limitations with 
which the study has been undertaken. They are as follows: 
1. The study is related to many more nationalized & some 
leading private domestic banks only. Co-operative & foreign 
banks are not included. 
2. The study is related to the Gujarat region only. 
3. The managerial effectiveness focuses only related to 
Customers' satisfaction. Other aspects are not covered. 
Customer-orientation as a part of managerial effectiveness has 
been studied by the researcher. 
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CHAPTER - 4 
ANALYSIS OF CUSTOMERS’ PREFERENCE OF 
NATIONALIZED & PRIVATE SECTOR BANKS 
 
I) Introduction 
II) Sample Profile (Table No. 4.1 to 4.9) 
III) Responses of the customers regarding preference (Table No. 
4.10 to 4.16) 
IV) Hypotheses testing  
A) Hypotheses testing of customers' preference for the 
group of all the customers (Table No. 4.17 to 4.28) 
B) Hypotheses testing of customers' preference for the 
group of nationalized bank customers (Table 4.29 to 
4.39) 
C) Hypotheses testing of customers' preference for the 
group of private bank customers (Table 4.40 to 4.50) 
 I) Introduction : 
 This chapter deals with customers’ preference in reference 
with nationalized & private sector banks. It broadly covers the 
personal characteristics and its association with customers' 
preference in both the sectors. 
 For this purpose, the researcher has prepared a structured 
questionnaire regarding personal-individual characters of customers 
and asking 31 questions or statements regarding–  
1) Information about product 
2) Information about rates. 
3) Information about loans & advances. 
4) Information about behavioral aspect. 
5) Information about office environment and 
6) Problems and Suggestions. 
 
II) Sample Profile : 
The questionnaires were issued to the different types of 
customers in different banks and different areas. The researcher has 
got 256 responses from the customers as under : 
 Table 4.1  
Responses from the customers in both Banking groups. 
Nationalized Banks Private Banks 
Name of the Bank Frequency Percent Name of the 
Bank 
Frequency Percent 
Bank of Baroda  47 18.4 Centurion Bank 4 1.6
Bank of India 25 9.8 HDFC Bank  8 3.1
Central Bank of 
India 
24 9.4 ICICI Bank 26 10.2
Corporation Bank 4 1.6 IDBI Bank  1 0.4
Syndicate Bank 2 0.8 UTI Bank  1 0.4
Dena Bank 27 10.5   
Indian Overseas 
Banks  
5 2.0   
Indian Bank  3 1.2   
Punjab National 
Bank 
4 1.6   
State Bank of India 34 13.3   
State Bank of 
Saurashtra  
33 12.9   
UCO Bank  3 1.2   
Union Bank of 
India  
5 2.0   
Total 216 84%  40 16%
Table 4.1 Indicates that from 256 respondents, there are 216 
respondents from nationalized banks and 40 respondents from 
private banks that is 84% from nationalized banks and response from 
private banks is 16%. 
 The questionnaire is regarding preference of a bank, that the 
customer prefers his bank in different aspects or not. Some 
individual characters have been asked and so this is the personal 
profile of all the customers' falls in different categories. 
 Table – 4.2  
Area of Activity of customers 
Types of Banks 
Nationalized Bank  Private Bank 
Area  
of  
Activity Count % Count % 
Urban 164 75.9% 36 90.0%
Semi urban 42 19.4% 4 10.0%
Rural 10 4.6% - -
Total 216 100.0% 40 100.0%
 Area of Activity is an important factor for banking 
transactions. Naturally, urban customers can avail more facilities 
from their bank. Table 4.2 reveals that out of 216 Nationalized bank 
customers, 75.9% means 164 customers belong to urban area and 
19.4% belong to semi urban areas. 4.6% means 10 customers 
represents rural area. 
 Out of 40 private bank customers 36 customers (90%) belong 
to urban area and only 4 customers belong to semi urban area 
because private banks are situated generally in urban areas. 
Table – 4.3  
Qualifications of customers 
Types of Banks 
Nationalized Bank Private Bank 
Qualifications 
Count % Count % 
Under graduate 17 7.9% 3 7.5%
Graduate 49 22.7% 7 17.5%
Post graduate 113 52.3% 19 47.5%
Others 37 17.1% 11 27.5%
Total 216 100.0% 40 100.0%
 
  As the personal profile of customers involves qualifications 
also, it falls in different categories. Awareness would be more 
according to higher education. This is the general perception. Here, 
regarding nationalized bank customers, there are only 17 customers 
who are under graduate and 22.7% are graduates. Most of the 
customers are well educated because here 52.3% are post-graduate 
and 37 customers (17.1%) are having other qualifications. It may be 
any professional qualifications. 
 While in private bank customers, 7.5% are under graduate, 
17.5% are graduate, 47.5% are post Graduate and 27.5% are having 
other qualifications.  
Table – 4.4 
 Age Group of customers 
Types of Banks 
Nationalized Bank Private Bank 
Age 
group 
Count % Count % 
21-35 107 49.5% 32 80.0%
36-45 55 25.5% 7 17.5%
46-55 37 17.1%  
Above 55 17 7.9% 1 2.5%
Total 216 100.0% 40 100.0%
 Table 4.4 reveals the age wise frequency of customers. 
Customers of young age can be more interested in all types of 
banking transactions. This table shows that in nationalized bank, out 
 of sampled 216 customers, 49.5% are below 35 years of age that is 
the young generation 25.5% customers falls between the age of 36 to 
45 years, 17.1% customers are in 46.55 years age group and only 
7.9% customers deals at the age above 55 years. They may be 
pensioners. 
 
 While in private bank, out of 40 customers, 80% are of young 
age that is between 21 to 35 years, 17.5% in 36.45 years age group 
and only 1 customer represents above 55 years of age. No response 
was found in the age group of 46-55 years in private bank. 
Table – 4.5  
Sex of customers 
Types of Banks 
Nationalized Bank Private Bank 
Sex 
Count % Count % 
Female 50 23.1% 10 25.0%
Male 166 76.9% 30 75.0%
Total 216 100.0% 40 100.0%
 
 In India, still female customers are less than the male 
customers in any bank. This is proved here also. Sex wise 
distribution of the sample reveals that in nationalized bank, 23.1% 
are female customers and in private bank, 25% are female 
 customers. That shows almost same ratio of female customers. The 
remaining 76.9% in nationalized bank and 75% in private bank 
represents the male customers. 
Table – 4.6  
No. Of Dependents of customers 
Types of Banks 
Nationalized Bank Private Bank 
No. of 
Dependents. 
Count % Count % 
1-5 204 94.4% 38 95.0%
6-10 11 5.1% 2 5.0%
More than 10 1 0.5% - -
Total 216 100.0% 40 100.0%
 
Table 4.6 reveals the number of dependents for the sampled 
customers of both types of banks. In nationalized bank, 94.4% from 
total customers having 1 to 5 dependents and in private banks also 
95% having 1 to 5 dependents. There are 5.1% customers from the 
sampled 216 customers who are having 6 to 10 dependents and only 
1 customer who is having more than 10 dependents.  
 
While in private bank, only 5% customers who have 6 to 10 
dependents. No customer has been found in private bank that is 
having more than 10 dependents. 
 
 Table – 4.7  
Types of accounts of customers 
Types of Banks 
Nationalized Bank Private Bank 
Types 
Of 
Account Count % Count % 
Savings 173 80.1% 36 90.0%
Current 40 18.5% 4 10.0%
Loan A/c 2 0.9% - -
Other 1 0.5% - -
Total 216 100.0% 40 100.0%
 This table indicates the types of account the sampled 
customers are having. In nationalized banks, out of 216 customers, 
80.1% are having saving account in their bank, 18.5% are having 
current a/c, 0.9% has loan a/c. and 0.5% has other account. That 
means the sample represent most of the part of saving a/c. In Private 
banks sample, out of 40 customers, 90% are having saving account 
and the rest 10% are having current account. No customer found 
having loan or other account in private bank. 
Table – 4.8  
Gross Monthly Income (in Rs.) of customers 
Types of Banks 
Nationalized Bank Private Bank 
Gross 
Monthly 
Income (in Rs.) Count % Count % 
2000-5000 28 13.0% 6 15.0%
5001-10000 53 24.5% 14 35.0%
10001-15000 51 23.6% 9 22.5%
15001-20000 56 25.9% 5 12.5%
Above 20000 28 13.0% 6 15.0%
Total 216 100.0% 40 100.0%
  Income is the most important factor affecting on banking 
habits of customers. The sample represents all types of income 
groups, as it can be seen in Table 4.8. 
 In nationalized bank customers, 13% customers are earning 
more than Rs. 2000 Per month, but less than Rs. 5000. 24.5% 
customers are there who earn more than Rs. 5000 but less than Rs. 
10,000 per month. 23.6% are of Rs. 10000-15000 Earning and 
25.9% are earning between Rs. 15000-20000 per month. There are 
still 13% customers of the sample who are earning more than Rs. 
20,000 Per month.  
 In private bank customers, 35% customers are earning Rs. 
5000 to 10,000 per month and 22.5% are earning between Rs. 
10000-15000 per month. The rest are falling in other income group 
categories. 
Table – 4.9  
Occupation of customers 
Types of Banks 
Nationalized Bank Private Bank 
Occupations 
Count % Count % 
Business 24 11.1% 7 17.5%
Service 158 73.1% 25 62.5%
Profession 8 3.7% 3 7.5%
Others 26 12.0% 5 12.5%
Total 216 100.0% 40 100.0%
  Bank visits and transactions depend upon the occupation also. 
The occupation of the customers is divided in four groups business, 
service, profession and others like students or pensioners. 
 
 73.1% customers from nationalized bank in sampled 216 
customers are having services. That is why, majority part have 
saving account. 11.1% customers are having business, 3.7% are 
professionals and the rest are others. 
 
 While in Private banks, 62.5% represents the service class 
Customers, 17.5% of business class, 7.5% are professionals and the 
rest are others. 
 
III) Responses of the customers regarding preference : 
 As discussed earlier, the researcher has prepared a structured 
questionnaire regarding five parameters of preference like product 
information, information about rates, information about loan and 
advances, information about behavioural aspect and information 
about office environment. The sixth part is of problems and 
 suggestions made by customers in descriptive manner. The answer 
falls for each parameter in five point scaling technique. The options 
were strongly disagree, disagree, neutral, agree and fully agree. The 
responses of nationalized and private bank customers regarding the 
five parameters are as under:   
 Table 4.10 Information about Product 
 
 Statements Strongly 
disagree 
Disagree Natural Agree Fully 
agree 
Total 
Count 
 
9 34 20 92 61 216I believe my bank provides me 
all information regarding the 
products of Bank % 4.2% 15.7% 9.3% 42.6% 28.2% 100.0%
Count 7 22 33 88 66 216I prepare to read and use these 
informations for my financial 
decisions. 
% 3.2% 10.2% 15.3% 40.7% 30.6% 100.0%
Count 55 65 44 34 18 216I avail benefits of services at 
door % 25.5% 30.1% 20.4% 15.7% 8.3% 100.0%
Count 10 36 47 87 36 216Product profile of my Bank has 
satisfied my different needs. % 4.6% 16.7% 21.8% 40.3% 16.7% 100.0%
Count 43 54 49 44 26 216I am using ATM, tele banking, 
Money transfer and other 
facilities so frequently without 
any trouble in my Bank. 
% 19.9% 25.0% 22.7% 20.4% 12.0% 100.0%
Total   124 211 193 345 207
Avg.   24.8 42.2 38.6 69 41.4
Rounded Avg.   25 42 39 69 41 216
Scale  1 2 3 4 5
Avg. • Scale   25 84 117 276 205 707
Average    3.27
Nationalized 
Banks 
Rounded average    3
Continued…
  
Count 1 4 5 17 13 40I believe my bank provides me 
all information regarding the 
products of Bank 
% 2.5% 10.0% 12.5% 42.5% 32.5% 100.0%
Count 3 1 2 21 13 40I prepare to read and use these 
informations for my financial 
decisions 
% 7.5% 2.5% 5.0% 52.5% 32.5% 100.0%
Count 1 6 4 17 12 40I avail benefits of services at 
door % 2.5% 15.0% 10.0% 42.5% 30.0% 100.0%
Count 5 5 18 12 40Product profile of my bank has 
satisfied my different needs. % 12.5% 12.5% 45.0% 30.0% 100.0%
Count 
 
2 4 4 14 16 40I am using ATM, tele banking, 
Money transfer and other 
facilities so frequently without 
any trouble in my Bank. 
% 5.0% 10.0% 10.0% 35.0% 45.0% 100.0%
Private 
Banks 
Total   7 20 20 87 66
 Avg.   1.4 4 4 17.4 13.2
 Rounded Avg.   1 4 4 18 13 40
 Scale  1 2 3 4 5
 Avg. • Scale   1 8 12 72 65 158
 Average    3.95
 Rounded average    4

 This table indicates the customer’s response related to product 
information’s availability and its use regarding his bank. There are 5 
statements in the questionnaire regarding the product informations. 
 From the sampled nationalized bank customers, 28.2% 
customers are fully agree that their bank provide them all 
information regarding the products of the bank. 42.6% are agree, 
9.3% are neutral, 15.7% are disagree and 4.2% are strongly disagree 
on this statement. 
  
While in private banks regarding this statement 40.7% are 
agree on this statement and only 3.2% are strongly disagree. 
- Statement No.2 is regarding the reading and using the 
information from customers. Here also, 40.7% customers are 
agreed and 30.6% are fully agree on this statement in 
nationalized bank customers. While from private banks, 52.5% 
customers are agree and 32.5% fully agree on this statement.   
- Statement No.3 is referring the benefits of services at door 
availed by the customers. In nationalized bank, 30.1% are 
disagree and 25.5% are strongly disagree that shows that they 
 are not availing door to door service. While in private banks, 
42.5% are agree and 30% are fully agree on this statement. 
That means, they are availing the services of bank at door. 
- Statement No.4 refers the satisfaction of needs regarding the 
bank. The major part in nationalized bank customers are agree 
or neutral. While, the private bank customers are mostly agree 
or fully agree on this statement. Nobody is fully disagree. 
- Statement No.5 refers to the using of ATMs and other 
facilities provided by the bank. The nationalized bank 
customers mostly are agree or fully agree because nowadays, 
nationalized banks also offer ATMs. In private banks, majority 
part of customers is fully agree or agree with this statement. 
- The average of nationalized bank customers' response is 3. It 
means they are natural about the information availability. 
While in private banks, the average is 4, which indicates that 
customers are agree and satisfied with the bank regarding 
information availability.  
  
 Table 4.11 Information about rates. 
 Statements Strongl
y 
disagree
Disagre
e 
Natural Agree Fully 
agree 
Total 
Count 12 34 28 105 37 216The rates of services in my Bank are 
affordable. % 5.6% 15.7% 13.0% 48.6% 17.1% 100.0%
Count 32 58 57 45 24 216I believe, High charge leads to 
efficient service. % 14.8% 26.9% 26.4% 20.8% 11.1% 100.0%
Count 12 35 55 84 30 216I am confident that rates of my bank 
are reliable. % 5.6% 16.2% 25.5% 38.9% 13.9% 100.0%
Count 3 16 33 107 57 216My bank always calculates different 
charges without mistake. % 1.4% 7.4% 15.3% 49.5% 26.4% 100.0%
Count 4 7 19 110 76 216In case of mistake, bankers are ready 
to rectify it. % 1.9% 3.2% 8.8% 50.9% 35.2% 100.0%
Count 3 11 34 116 52 216Record keeping of my bank is 
efficient. % 1.4% 5.1% 15.7% 53.7% 24.1% 100.0%
Total   66 161 226 567 276
Avg.   11 26.83 37.67 94.5 46
Rounded Avg.   11 27 38 94 46 216
Scale   1 2 3 4 5
Avg. • Scale   11 54 114 376 230 785
Avg.    3.63
Nationalized 
Banks 
Rounded avg.    4
Continued…
  
Count 1 3 8 21 7 40The rates of services in my Bank are 
affordable. % 2.5% 7.5% 20.0% 52.5% 17.5% 100.0%
Count 2 14 7 13 4 40I believe, High charge leads to 
efficient service. % 5.0% 35.0% 17.5% 32.5% 10.0% 100.0%
Count - 3 8 20 9 40I am confident that rates of my Bank 
are reliable. % - 7.5% 20.0% 50.0% 22.5% 100.0%
Count - - 5 22 13 40My bank always calculates different 
charges without mistake. % - - 12.5% 55.0% 32.5% 100.0%
Count - - 5 18 17 40In case of mistake, bankers are ready 
to rectify it. % - - 12.5% 45.0% 42.5% 100.0%
Count - - 4 22 14 40Record keeping of my bank is 
efficient. 
 
% - - 10.% 55.0% 35.0% 100.0%
Private 
Banks 
Total  3 20 37 116 64
Avg.  0.5 3.33 6.17 19.3 10.66
Rounded Avg.  1 3 6 19 11 40
Scale  1 2 3 4 5
Avg. • Scale  1 6 18 76 55 156
Avg.  3.9 
 
Rounded avg.  4 
 Table No. 4.11 reveals the responses of Customers regarding 
information of Rates. This parameter is having 6 statements asked by 
the researcher.  
 
- The first statement is about affordability of rates of services. 
Among the nationalized bank customers, majority part agrees. 
In private banks also, 52.5% customers are agree that rates are 
affordable. 
- The second statement is of belief that high charges lead to 
efficient services. The nationalized banks customers are not 
always agree as shown in above table. 26.9% are disagree and 
14.8% are strongly disagree, while 26.4% are neutral. In 
private bank customers, 32.5% are agree and 35% are 
disagree. 
- Statement No.3 is about reliability of rates of the bank. Out of 
216 nationalized bank customers, 38.9% are agree and 25.5% 
are neutral. While in Private bank customers, majority are 
agree or fully agree. Nobody is disagree. 
 - Statement No.4 is about the punctuality in calculations. The 
major part of nationalized bank customers is agree or fully 
agree on this statement. The private bank customers are 
happier because they mostly are agree. Nobody is disagree. 
This shows reliability on bank. 
- Statement No.5 refers to rectify the mistakes. 50.9% customers 
of nationalized bank in sample are agree, on this statement, 
while in private bank, nobody is disagree. 
- Statement No.6 is regarding the efficient record keeping 
without mistake. Nowadays, banks are almost computerized. 
That is why the agree part in both the groups is more. 
- The average of all the responses of nationalized bank 
customers is 4. It indicates that the customers are agree and 
satisfied with the rates of bank. In case of private banks, the 
average is also 4, which indicates that customers are satisfied 
with the rates of bank, it's reliability and record keeping.  
 Table 4.12 Information about loan & advances 
 Statements Strongly 
disagree 
Disagree Natural Agree Fully 
agree 
Total 
Count 14 20 57 82 43 216 My Bank provides me variation in loans and 
advances. % 6.5% 9.3% 26.4% 38.0% 19.9% 100.0% 
Count 26 61 44 62 23 216 The process of loan is simple, easy and without 
delay in my bank. % 12.0% 28.2% 20.4% 28.7% 10.6% 100.0% 
Count 9 20 43 107 37 216 Bank keeps records of installments and interest 
in a proper and transparent manner. % 4.2% 9.3% 19.9% 49.5% 17.1% 100.0% 
Count 18 25 55 94 24 216 The rates of interest on loans are reasonable. 
% 8.3% 11.6% 25.5% 43.5% 11.1% 100.0% 
Count 18 45 63 66 24 216 There is a flexibility in repayment of loans. 
% 8.3% 20.8% 29.2% 30.6% 11.1% 100.0% 
Count 13 16 63 76 48 216 There is no hidden adjustment of banking 
operation in any loan case. 
 
% 6.0% 7.4% 29.2% 35.2% 22.2% 100.0% 
Total   98 187 325 487 199  
Avg.   16.33 31.17 54.17 81.17 33.17  
Rounded Avg.   16 31 54 82 33 216 
Scale   1 2 3 4 5  
Avg. • Scale   16 62 162 328 165 733 
Avg.     3.39    
Nationalized 
Banks 
Rounded Avg.     3    
  
Count 2 3 5 23 7 40 My Bank provides me variation in loans and 
advances. % 5.0% 7.5% 12.5% 57.5% 17.5% 100.0% 
Count  3 10 22 5 40 The process of loan is simple, easy and without 
delay in my bank. %  7.5% 25.0% 55.0% 12.5% 100.0% 
Count   8 24 8 40 Bank keeps records of installments and interest 
in a proper and transparent manner. % 
 
  20.0% 60.0% 20.0% 100.0% 
Count 1 4 10 19 6 40 The rates of interest on loans are reasonable. 
% 2.5% 10.0% 25.0% 47.5% 15.0% 100.0% 
Count  7 12 16 5 40 There is a flexibility in repayment of loans. 
%  17.5% 30.0% 40.0% 12.5% 100.0% 
Count   11 24 5 40 There is no hidden adjustment of banking 
operation in any loan case 
 
%   27.5% 60.0% 12.5% 100.0% 
Private 
Banks 
Total   3 17 56 128 36  
Avg.   0.5 2.83 9.33 21.33 6  
Rounded Avg.   1 3 9 21 6 40 
Scale   1 2 3 4 5  
Avg. • Scale   1 6 27 84 30 148 
Avg.     3.7    
 
Rounded Avg.     4    
 
 Nowadays banks offer variety of loans to increase the 
business. This parameter shows the satisfaction of customers for 
their bank regarding information of loans and advances. Six 
statements have been prepared to know the satisfaction or preference 
of a particular bank. The above table shows that in all the statements, 
the major part is of neutral, either agree in both the groups. The 
reason may be that, most of the customers are having saving account 
and very less customers are having loan account. They may not be 
aware with their bank’s loan product. 
 
Considering the average in nationalized banks, the average is 
3. It means that the customers are neutral. They are neither 
dissatisfied nor satisfied, with the process and working of loan A/Cs. 
In private banks, the average is 4, which reveals that they are 
satisfied with their bank's loan process.   
  
The notable thing in the above statement is the disagree part in 
nationalized bank customer’s sample. 28.2% are disagree in the 
second statement regarding the simple loan process. Means they feel, 
 that the loan process in nationalized banks is not simple, not easy 
and delaying! In statement No.5 regarding flexibility of loans, 20.8% 
customers are disagree. They feel that there is no flexibility in 
repayment of loans. 
 Regarding these statements, disagree level in private banks are 
almost nil. 
 Table 4.13 Information about behavioral aspect. 
 Statements Strongly 
disagree 
Disagree Natural Agree Fully 
agree 
Total 
Count 11 31 37 88 49 216 Staff of my Bank is intelligent and ready to serve. 
% 5.1% 14.4% 17.1% 40.7% 22.7% 100.0% 
Count 11 31 41 86 47 216 Staff always pays attention on my complaints. 
% 5.1% 14.4% 19.0% 39.8% 21.8% 100.0% 
Count 13 42 47 70 44 216 On telephone, or any inquiry, the responses are very 
good. % 6.0% 19.4% 21.8% 32.4% 20.4% 100.0% 
Count 11 19 70 83 33 216 Managerial cadre inspires me at any level of dealing. 
% 5.1% 8.8% 32.4% 38.4% 15.3% 100.0% 
Count 7 14 43 94 58 216 The manager is gentle and co-ordinate during his duty. 
% 3.2% 6.5% 19.9% 43.5% 26.9% 100.0% 
Count 9 15 45 90 57 216 The bank manager is enthusiastic, so he helps me at 
any stage. % 4.2% 6.9% 20.8% 41.7% 26.4% 100.0% 
Count 11 33 46 80 46 216 Time management of the Bank is effective. 
% 5.1% 15.3% 21.3% 37.0% 21.3% 100.0% 
Count 11 31 44 84 46 216 I am satisfied with my banking staff. 
 % 5.1% 14.4% 20.4% 38.9% 21.3% 100.0% 
Total   84 216 373 675 380  
Avg.   10.5 27 46.63 84.38 47.5  
Rounded Avg.   10 27 47 84 48 216 
Scale   1 2 3 4 5  
Avg. • Scale  10 54 141 336 240 781 
Avg.     3.61    
Nationalized 
Banks 
Rounded Avg.    4    
  
Count  2 3 20 15 40 Staff of my Bank is intelligent and ready to serve. 
%  5.0% 7.5% 50.0% 37.5% 100.0% 
Count  3 5 21 11 40 Staff always pays attention on my complaints. 
%  7.5% 12.5% 52.5% 27.5% 100.0% 
Count 1 2 6 19 12 40 On telephone, or any inquiry, the responses are very 
good. % 2.5% 5.0% 15.0% 47.5% 30.0% 100.0% 
Count  1 8 21 10 40 Managerial cadre inspires me at any level of dealing. 
%  2.5% 20.0% 52.5% 25.0% 100.0% 
Count  1 8 18 13 40 The manager is gentle and co-ordinate during his duty. 
%  2.5% 20.0% 45.0% 32.5% 100.0% 
Count   10 18 12 40 The bank manager is enthusiastic, so he helps me at 
any stage. %   25.0% 45.0% 30.0% 100.0% 
Count  2 3 20 15 40 Time management of the Bank is effective. 
%  5.0% 7.5% 50.0% 37.5% 100.0% 
Count 1 2 1 25 11 40 I am satisfied with my banking staff. 
 % 2.5% 5.0% 2.5% 62.5% 27.5% 100.0% 
Private 
Banks 
Total   2 13 44 162 99  
Avg.   0.25 1.625 5.5 20.25 12.38  
Rounded Avg.   0 2 6 20 12 40 
Scale   1 2 3 4 5  
Avg. • Scale  0 4 18 80 60 162 
Avg.     4.05    
 
Rounded Avg.    4    
 Table No. 4.13 shows the behavioral aspect of nationalized 
and private banks for the customer. Good behavior of staff affects on 
customers preference. To know customers’ response, 8 statements 
have been prepared by the researcher. All the statements refer to 
behaviour of a particular bank manager on staff towards customers. 
 
 By observing the responses, this table indicates that the 
disagree level in private banks is very less. That means, private 
banks’ customers are very happy with their bank staff regarding 
behavior. Majority customers are agree on all the statements. 
 
 While in nationalized bank customers, around 20 to 25%, are 
disagree or strongly disagree regarding good behavior. But by 
observing the average, it is 4, which shows that the customers in 
nationalized banks are satisfied with the behavioural aspect of bank. 
In private banks also, the average is 4, which indicates the 
satisfaction of customers.  
 Table 4.14 Information about office environment. 
 Statements Strongly 
disagree 
Disagree Natural Agree Fully 
agree 
Total 
Count 7 30 35 101 43 216 Location and layout of my Bank is attractive and 
comfortable % 3.2% 13.9% 16.2% 46.8% 19.9% 100.0% 
Count 7 23 32 96 58 216 There is a use of advance technology in banking 
operations. % 3.2% 10.6% 14.8% 44.4% 26.9% 100.0% 
Count 4 22 62 98 30 216 There is no confusion among the staff regarding their 
office duty. % 1.9% 10.2% 28.7% 45.4% 13.9% 100.0% 
Count 5 18 52 109 32 216 Physical condition and operational work of my Bank is 
good. % 2.3% 8.3% 24.1% 50.5% 14.8% 100.0% 
Count 17 60 44 63 32 216 I never found any delay due to shortage of staff. 
% 7.9% 27.8% 20.4% 29.2% 14.8% 100.0% 
Count  10 23 50 97 36 216 The office environment of my Bank is very pleasant and 
peaceful. 
 
% 4.6% 10.6% 23.1% 44.9% 16.7% 100.0% 
Total   50 176 275 564 231  
Avg.   8.33 29.33 45.83 94 38.5  
Rounded Avg.   8 29 46 94 39 216 
Scale  1 2 3 4 5  
Avg. 2 Scale  8 58 138 376 195 775 
Avg.    3.58    
Nationalized 
Banks 
Rounded Avg.    4    
Continue …
  
Count  2 2 25 11 40 Location and layout of my Bank is attractive and 
comfortable %  5.0% 5.0% 62.5% 27.5% 100.0% 
Count    16 24 40 There is a use of advance technology in banking 
operations. %    40.0% 60.0% 100.0% 
Count  2 5 22 11 40 There is no confusion among the staff regarding their 
office duty. %  5.0% 12.5% 55.0% 27.5% 100.0% 
Count  1 1 22 16 40 Physical condition and operational work of my Bank is 
good. %  2.5% 2.5% 55.0% 40.0% 100.0% 
Count 1 6 5 17 11 40 I never found any delay due to shortage of staff. 
% 2.5% 15.0% 112.5% 42.5% 27.5% 100.0% 
Count    3 21 16 40 The office environment of my Bank is very pleasant and 
peaceful. %   7.5% 52.5% 40.0% 100.0% 
Private 
Banks 
Total   1 11 16 123 89  
Avg.   0.17 1.83 2.67 20.5 14.83  
Rounded Avg.   0 2 3 20 15 40 
Scale  1 2 3 4 5  
Avg. 2 Scale  0 4 9 80 75 168 
Avg.    4.2    
 
Rounded Avg.    4    

 Table 4.14 shows the responses of customers regarding office 
environment of the bank 6 statements have been prepared to know 
this aspect from the customers. By observing this table, it can be said 
that most of the customers of private banks are almost satisfied with 
their banks’ office environment because disagreed customers are 
very few. Now a day, private banks have attractive physical 
environment, so this response has been found. While in nationalized 
banks, agree part is notable, some are neutral and some are disagree. 
This shows that they are not much dissatisfied with the office 
environment. Statement 5 is regarding no complaint for the delay 
due to shortage of staff. In this statement, 27.8% customers of 
sampled nationalized bank customers are disagree that means they 
feel delay due to shortage of staff in nationalized banks. That may be 
because of VRS factor or less regularity (in time) of staff. 
 
Considering the overall average about office environment, the 
average in nationalized bank is 3.58, which indicates that the 
customers are showing their preference between neutral to satisfied 
with their bank regarding office environment. While in private bank, 
 average is 4.2, which indicates that the customers are more satisfied 
with their bank's office environment.   
 
Part six covered in this questionnaire the customers during the 
transactions with their banks. And part seven of the questionnaire 
refers to the suggestions from the customers for effective operations 
of the bank. 
  
Both the parts are very important, because they are in 
descriptive manner. So, the customers can say whatever they feel 
whatever they want. To know the troubles and suggestions from the 
customers regarding their banking group, the researcher has divided 
both the factors into two groups-troubles found from nationalized 
and private banks, and suggestions for nationalized and private 
banks. These are as under : 
 Table 4.15 
Problems –Troubles found by the Customers 
Nationalized Banks Private Banks 
No ATM facility Sometimes ATMs are not working 
Inefficient teller facility Problems in phone banking 
Frequently computer system failure Sometimes delay in clearing or giving 
passbook 
Working hours are limited holidays problem Less branches 
Delay in service Costly service 
No importance of customers  - 
Scarcity of employees, staff - 
Lengthy loan process - 
Time consuming and wastage of time 
because of staff’s inefficiency  
- 
Delay in clearing system - 
No customer oriented information’s - 
Delay due to postal delay - 
Documents are having overlapping 
information’s 
- 
Inconvenience due to frequent strikes - 
Inefficient payment system - 
Lack of work culture  - 
Frequent transfer of staff  - 
Union activities disturbances - 
Irresponsibility of staff in front of customers. 
Bad behavior of staff to his manager 
- 
 
 Table 4.16  
Suggestions made by the Customers 
Nationalized Banks Private Banks 
ATM should be given Customer’s service cell should be 
introduced. 
Computer network should be up to date Training to new employees (for 
banking knowledge) 
Attitude of bank employees should be 
improved  
Value of customer relationship should 
be taught to staff 
Regularity of statements should be 
maintained  
Wide branch network 
Speedy service  Effective use of every counter 
Regional language should be taught Equal importance to every customer 
Better physical conditions Reconsideration of service charges 
Motivation and performance appraisal of 
staff for better efficiency.  
- 
Training of staff - 
Online help - 
Speedy loan processing  - 
Immediate clearance MICR System - 
Three shift timings, 2 hours banking on 
holidays 
- 
Friendly approach  - 
Professional approach - 
Removal of non-efficient employee - 
Too many transfers should be stopped - 
More counters for payment in date 1 to 10 in 
every month  
- 
Deposit mobilization - 
Safe deposit volt - 
100% amount of document for housing loan - 
Alternative management for printing 
passbook 
- 
Customer education - 
Same day delivery of cheque book - 
 
 These tables indicate that both types of bank customers feel 
some troubles. But nationalized bank customers have more problems 
than of private banks. 
 The interesting part is of suggestions. The nationalized bank 
customers have given so many suggestions for improving bank 
efficiency. These all suggestions are notable and important factor of 
the research. Most of the problems and suggestions are of service 
approach and staff’s behavior in nationalized banks. 
 Both the banks can improve their effectiveness and efficiency 
through implementation of the suggestions made by the customers. 
 The problems and suggestions also indicate the preference of 
customers. The customer prefers that bank only which gives less 
trouble, which create fewer problems. The suggestions for 
nationalized banks indicate complaints towards it. The customer will 
not prefer that bank that creates complaint, but only prefer that bank 
which tries to implement the suggestions and try to give satisfactions 
by eliminating complaints.  
 IV) Hypotheses Testing : 
 The researcher has included 256 respondents from nationalized 
and private bank customers. Area of activity, education, size of the 
family, income, types of occupation, types of accounts, age and sex 
have been included as individual characteristics for the justification 
of their perception towards the working of nationalised and private 
sector banks. Total 256 respondents consist 216 nationalised and 40 
private bank customers. 
 
 The researcher has collected the data with five point scaling 
technique and it was tabulated according to the need of the study. 
Customers’ preference score was founded from this tabulated data, 
by observing the responses given by the customers. After using five-
point scaling technique, the researcher has found the score of 
customers' preference by giving 1 to 5 points to strongly disagree, 
disagree, neutral, agree and fully agree respectively. The score is 
divided in the class of 40-60, 60-80, 80-100, 100-120, 120-140 and 
140-160. Each hypothesis was tested after referring the score of 
customers' preference with individual variable.  
 (A)  Hypotheses testing for the group of all the customers: 
(A1) According to the banks for all the customers: 
 As this is the overall-total customers’ preferences calculation, 
it falls in to categories- Nationalised and Private bank customers. 
The hypothesis has been tested as under: 
Null Hypothesis :  
 There is no significant difference in mean score of nationalised 
and private bank customers’ preference score. 
H0: µ1 = µ2  where µ1= Nationalised Bank Customers 
H1: µ1 ≠ µ2  µ2 = Private Bank Customers 
Table 4.17 
Types of Banks and Customers' Preference 
Type of Bank Customers' 
Preference Score Nationalized Bank Private Bank 
Total 
40 to 60 6 0 6
60 to 80 5 0 5
80 to 100 55 04 59
100 to 120 86 9 95
120 to 140 50 21 71
Class 
140 to 160 14 6 20
Total  216 40 256
 
Types of Bank N Mean SD Std. Error 
Nationalised 
Private 
216 
40 
108.88 
123.28 
19.15 
14.51 
1.30 
2.29 
Total 256 113.13 19.20 1.20 
Calculated t = -4.519, 
Degree of freedom = 254, 
 Total value of t = 1.96 (2 – tailed) 
Level of significance = 0.05 
 Table No. 4.17 indicates the score of customers' preference in 
nationalized and private banks. There are 6 customers who have the 
score from 40 to 60 and they are from nationalized banks. 5 
customers have the score of preference from 60 to 80 and they are 
also of nationalized banks. In the category of 80 to 100, there are 55 
customers from nationalized banks and 4 customers are from private 
banks. Out of 216 customers of nationalized banks, 86 are in the 
score of 100 to 120, and out of 40 customers of private banks, 9 
customers have the preference score from 100 to 120. The higher 
score, 120 to 140 can be seen in 50 nationalized bank customers and 
21 private bank customers, which shows higher level of satisfaction. 
In the category of 140 to 160, 14 customers are of nationalized banks 
and 6 are of private banks.  
 The Table shows that the mean score of nationalised and 
private banks’ customers’ are from different teach other. The table 
value of t is 1.96, which is less than its calculated value, 4.519 at 5% 
level of significance. Hence, null hypothesis is rejected. It means 
 that there is a significant difference in customers’ preference 
according to the types of banks. Nationalised and private bank 
customers have different perception for the preference of a bank. 
 
(A2)  Area of activity and Customers’ Preference : 
 Rural, urban and semi urban area has their own culture of 
work. How it will be affected to the preference is tested as under: 
Null Hypothesis : 
 There is no significant difference in mean score of area of 
activity in customers’ preference. 
H0: µ1 = µ2 = µ3     Where µ1 = Urban area 
H1: µ1 ≠ µ2 = µ3    µ2 = Semi Urban area 
       µ3 = Rural area 
Table 4.18 
Area of Activity and Customers' Preference 
Area of Activity  Customers' 
Preference Score Urban Semi-urban Rural 
Total 
40 to 60 5 0 1 6
60 to 80 3 2 0 5
80 to 100 50 7 2 59
100 to 120 67 22 6 95
120 to 140 59 11 1 71
Class 
140 to 160 16 4 0 20
Total  200 46 10 256
 
 Area N Mean SD Std. Error 
Urban  
Semi Urban 
Rural 
200 
46 
10 
111.48 
111.52 
102.30 
19.73 
16.12 
21.18 
1.40 
2.38 
6.70 
Total 256 111.13 19.20 1.20 
ANOVA CALCULATIONS: 
 SS df MS F 
Between Groups 
Within Groups 
810.547 
93231.453 
2 
253 
405.273 
368.504 
1.10 
 
Total 94042.000 255   
Table value of F = 3.00 
Level of Significance = 0.05 
 The above anova table indicates that the calculated value of F 
is 1.10, while the table value of F is 3.00 at 5% level of significance. 
As the calculated value of F is less than its table value, null 
hypothesis is accepted. It means that there is not a significant 
difference in customers’ preference regarding area of activity.  
 The mean score of all the areas can be seen in table 4.18, 
which indicates very minor difference in mean scores. It reveals that 
difference of perception for banking sector with area is not a major 
consideration for preference. 
(A3) Qualifications and Customers’ preference : 
 Qualifications of customers were divided in to four groups, 
under graduate, graduate, postgraduate and others having 
 professional degrees. It is the general perception of the researcher 
that education may affect dealing with the bank. So, the hypothesis 
was tested as under: 
Null Hypothesis : 
 There is no significant difference in mean score of academic 
qualifications and customers’ preference. 
H0: µ1 = µ2 = µ3 = µ4   Where µ1 = Under Graduate 
H1: µ1 ≠ µ2 ≠ µ3 ≠ µ4   µ2 = Graduate   
      µ3 = Post Graduate 
      µ4 = Others 
Table 4.19 
Qualifications and Customers' Preference 
Qualifications Customers' 
Preference Score Under 
graduate 
Graduate Post 
graduate 
Others 
Total 
40 to 60 1 0 3 2 6
60 to 80 0 0 5 0 5
80 to 100 2 13 32 12 59
100 to 120 3 25 46 21 95
120 to 140 9 14 37 11 71
Class 
140 to 160 5 4 9 2 20
Total  20 56 132 48 256
 
Qualification N Mean SD Std. Error 
Under Graduate 
Graduate 
Post Graduate 
Others 
20 
56 
132 
48 
123.05 
112.34 
109.86 
108.21 
22.40 
15.64 
19.29 
19.98 
5.01 
2.09 
1.68 
2.88 
Total 256 111.13 19.20 1.20 
 ANOVA CALCULATIONS: 
 SS df MS F 
Between Groups 
Within Groups 
3545.034 
90496.966 
3 
252 
1181.678 
359.115 
3.291 
 
Total 94042.000 255   
Table value of F = 2.60  
Level of Significance = 0.05 
 The above anova table reveals that the calculated value of F is 
3.291, which is more than the table value of F, 2.60 at 5% level of 
significance. Hence, the null hypothesis is rejected. It means that 
there is a significant difference in customers’ preference regarding 
academic qualifications. The perception of preference is according to 
the education of the customers. Highly educated customers are 
considering more factors for the preferences. 
 
(A4) Age Group and customers’ Preference : 
There are four age groups considered in the questionnaire. 
Different type of age group deals differently with the bank. It may be 
possible that the aged customer does not consider all the factors 
preferring the bank, while young age customers may consider all the 
factor as they are dealing frequently with the bank. This was tested 
under the following hypothesis:  
 Null Hypothesis : 
 There is no significant difference in mean score of different 
age groups in customers’ preference. 
H0: µ1 = µ2 = µ3 = µ4 
H1: µ1 ≠ µ2 ≠ µ3 ≠ µ4   Where µ1 = Age group of 21-35 years 
     µ2 = Age group of 36-45 years 
     µ3 = Age group of 46-55 years 
     µ4 = Age group of above 55 years 
Table 4.20 
Age and Customers' Preference 
Age group Customers' 
Preference Score 21-35 36-45 46-55 Above 55 
Total 
40 to 60 3 2 0 1 6
60 to 80 3 0 2 0 5
80 to 100 31 13 11 4 59
100 to 120 53 27 9 6 95
120 to 140 40 16 11 4 71
Class 
140 to 160 9 4 4 3 20
Total  139 62 37 18 256
 
Age Group 
(Years) 
N Mean SD Std. Error 
21-35 
36-45 
46-55 
Above 55 
139 
62 
37 
18 
111.01 
110.68 
111.00 
113.83 
18.84 
18.08 
20.49 
24.11 
1.60 
2.30 
3.37 
5.68 
Total 256 111.13 19.20 1.20 
ANOVA CALCULATIONS 
 SS df MS F 
Between Groups 
Within Groups 
146.959 
93895.041 
3 
252 
48.986 
372.599 
0.131 
 
Total 94042.000 255   
 Table value of F = 2.60  
Level of Significance = 0.05 
The above anova table shows that the table value of F at 5% 
level of significance is 2.60 and the calculated value of F is 0.131. 
As, the calculated value of F is less than its table value, null 
hypothesis is accepted. It means that there is no significant 
difference in customers’ preference regarding different age group. 
Age is not a major consideration for customers’ preference. 
(A5) Size of the Family and Customers’ Preference :  
One variable was considered in the questionnaire was number 
of dependents or size of the family. If the size of the family affects 
on customers’ preference or not was tested as under: 
 
Null Hypothesis : 
 There is no significant difference in mean score of number of 
dependents and customers’ preference. 
H0: µ1 = µ2 = µ3   Where µ1 = Dependents from 1-5 
H1: µ1 ≠ µ2 ≠ µ3   µ2 = Dependents from 6-10 
     µ3 = More than 10 Dependents 
 µ1 is a small size of family, µ2 is a medium size of family and 
µ3 is a big size of family. 
Table 4.21 
Size of Family and Customers' Preference 
No of dependents  Customers' 
Preference Score  1-5 6-10 More than 10 
Total 
40 to 60 6 0 0 6
60 to 80 5 0 0 5
80 to 100 54 5 0 59
100 to 120 88 6 1 95
120 to 140 70 1 0 71
Class 
140 to 160 19 1 0 20
Total  242 13 1 256
 
No. of 
Dependents 
N Mean SD Std. Error 
1-5 
6-10 
More than 10 
242 
13 
1 
111.36 
106.31 
116.00 
19.45 
14.48 
- 
1.25 
4.02 
- 
Total 256 113.13 19.20 1.20 
ANOVA CALCULATIONS 
 SS Df MS F 
Between Groups 
Within Groups 
339.231 
93702.769 
2 
253 
169.615 
370.367 
0.458 
 
Total 94042.000 255   
Table value of F = 3.00  
Level of Significance = 0.05 
 The above anova table indicates that the table value of F is 
3.00 at 0.05 level of significance, which is more than its calculated 
value, 0.458. As such, null hypothesis is accepted. It says that there 
is no significant difference in customers’ preference regarding the 
 size of family. Family size is not an affecting factor for customers’ 
preference. 
(A6) Sex and Customers’ preference : 
 Male and Female customers’ may have different perceptions 
for the preference of the bank. The customers’ preference according 
to Sex was tested as under: 
Null Hypothesis : 
 There is no significant difference in mean score of female and 
male customers for customers’ preference. 
H0: µ1 = µ2  Where µ1 = Female Customers 
H1: µ1 ≠ µ2   µ2 = Male Customers 
Table 4.22 
Sex and Customers' Preference 
Sex Customers' 
Preference Score Female  Male  
Total 
40 to 60 0 6 6
60 to 80 0 5 5
80 to 100 10 49 59
100 to 120 20 75 95
120 to 140 24 47 71
Class 
140 to 160 6 14 20
Total  60 196 256
 
Sex N Mean SD Std. Error 
Female 
Male 
60 
196 
116.57 
109.46 
15.52 
19.94 
2.00 
1.42 
Total 256 111.13 19.20 1.20 
 
 Calculated value of t = 2.535 
Degrees of freedom = 254 
Table value of t = 1.96 (2 tailed) 
Level of Significance = 0.05 
 
 The above table indicates that the calculated value of t is 
2.535, which is more than its table value, 1.96 at 5% level of 
significance (2 tailed). As such, null hypothesis is rejected. It means 
that there is a significant difference in customers’ preference 
regarding the sex of customers. Mean scores of customers’ 
preference of female and male customers are not same. The 
perception of both types of customers are different for bank’s 
preference. 
 
(A7) Types of account and Customers’ Preference : 
 The Customers may have the different types of accounts in 
their bank like saving A/c., current A/c., Loan A/c. or other type of 
A/c. The types of account affects on customers’ preference or not, 
was tested as under: 
 Null Hypothesis : 
 There is no significant difference in mean score of types of 
account in customers’ preference. 
H0: µ1 = µ2 = µ3 = µ4 
H1: µ1 ≠ µ2 ≠ µ3 ≠ µ4   Where µ1 = Saving A/c 
      µ2 = Current A/c   
      µ3 = Loan A/c   
      µ4 = Other A/c 
Table 4.23 
Type of Account and Customers' Preference 
Type of Account Customers' 
Preference Score Saving  Current  Loan a/c Other 
Total 
40 to 60 3 3 0 0 6
60 to 80 4 1 0 0 5
80 to 100 52 7 0 0 59
100 to 120 79 16 0 0 95
120 to 140 54 15 1 1 71
Class 
140 to 160 17 2 1 0 20
Total  209 44 2 1 256
 
Types of A/c. N Mean SD Std. Error 
Saving  
Current  
Loan 
Other  
209 
44 
2 
1 
111.24 
109.14 
135.50 
125.00 
18.48 
22.23 
14.85 
1.28 
3.35 
10.50 
Total 256 111.13 19.20 1.20 
ANOVA CALCULATIONS 
 SS df MS F 
Between Groups 
Within Groups 
1557.763 
92484.237 
3 
252 
519.254 
367.001 
1.415 
 
Total 94042.000 255   
 Table value of F = 2.60  
Level of Significance = 0.05 
 The above anova table reveals that the calculated value of F is 
1.415, and the table value of F is 2.60 at 5% level of significance. As 
the calculated value of F is less than its table value, null hypothesis 
is accepted. It indicates that there is no significant difference in 
customers’ preference having their types of account. It may be any 
types of account, not a major consideration for preference of 
customers for the bank. 
(A8) Income and Customers’ Preference : 
 Gross monthly income of customer is an important factor for 
the dealings with the bank. Here, income is divided in five groups 
and it was tested that the income group affects on customers’ 
preference or not. The hypothesis was tested as under: 
Null Hypothesis: 
 There is no significant difference in mean score of different 
income groups and customers’ preference. 
H0: µ1 = µ2 = µ3 = µ4 = µ5 
H1: µ1 ≠ µ2 ≠ µ3 ≠ µ4 ≠ µ5   
 Where µ1 = Gross monthly income from Rs. 2000-5000 
  µ2 = G. M. I. From Rs. 5001-10,000   
  µ3 = G. M. I. From Rs. 10,0001-15,000   
  µ4 = G. M. I. From Rs. 15,001-20,000 
  µ5 = G. M. I. Above Rs. 20,000  
Table 4.24 
Gross Monthly Income and Customers' Preference 
Gross Monthly Income Customers' 
Preference Score 2000-
5000 
5001-
10000 
10001-
15000 
15001-
20000 
Above 
20000 
Total 
40 to 60 2 0 3 1 0 6
60 to 80 0 1 3 1 0 5
80 to 100 7 17 13 13 9 59
100 to 120 12 24 22 27 10 95
120 to 140 8 17 16 18 12 71
Class 
140 to 160 5 8 3 1 3 20
Total  34 67 60 61 34 256
 
Income Group N Mean SD Std. Error 
2000-5000 
5001-10000 
10001-15000 
15001-20000 
Above 20000 
34 
67 
60 
61 
34 
112.76 
113.21 
107.13 
109.57 
115.21 
22.49 
17.58 
22.00 
16.15 
18.00 
3.86 
2.15 
2.84 
2.07 
3.09 
Total 256 111.13 19.20 1.20 
ANOVA CALCULATIONS: 
 SS df MS F 
Between Groups 
Within Groups 
2051.398 
91990.602 
4 
251 
512.849 
366.496 
1.399 
 
Total 94042.000 255   
 
Table value of F = 2.37  
Level of Significance = 0.05 
 
  The above anova table indicates the calculated value of F 
1.399, which is less than its table value, 2.37 at 5% level of 
significance. As such, null hypothesis is accepted. It says that there 
is no significant difference in customers’ preference score based on 
their income. All types of income groups may have the same 
perception for the preference of a bank. 
 
(A9) Occupation and Customers’ Preference : 
 Occupation of customers is divided in four groups, business 
class, service class, professionals and others. If the occupation 
affects on customers’ preference or not, was tested as under:  
Null Hypothesis : 
 There is no significant difference in mean score of Occupation 
of the respondents in customers’ preference. 
H0: µ1 = µ2 = µ3 = µ4  Where µ1 = Business Class 
H1: µ1 ≠ µ2 ≠ µ3 ≠ µ4  µ2 = Service Class   
     µ3 = Professionals   
     µ4 = Others 
 Table 4.25 
Occupation and Customers' Preference 
Occupation Customers' 
Preference Score Business  Service  Profession Others 
Total 
40 to 60 2 4 0 0 6
60 to 80 0 5 0 0 5
80 to 100 3 46 4 6 59
100 to 120 12 69 2 12 95
120 to 140 11 48 5 7 71
Class 
140 to 160 3 11 0 6 20
Total  31 183 11 31 256
 
Occupation N Mean SD Std. Error 
Business 
Service 
Professionals 
Others 
31 
183 
11 
31 
113.65 
109.66 
112.00 
116.94 
22.32 
18.91 
15.63 
18.22 
4.01 
1.40 
4.71 
3.27 
Total 256 111.13 19.20 1.20 
ANOVA CALCULATIONS: 
 SS df MS F 
Between Groups 
Within Groups 
1644.03 
92397.962 
3 
252 
548.013 
366.659 
1.495 
 
Total 94042.000 255   
Table value of F = 2.60  
Level of Significance = 0.05 
 
 The above anova table reveals that the calculated value of F is 
1.495, which is less than 2.60, the table value of F at 5% level of 
significance. Hence, the null hypothesis is accepted. It says that there 
is no significant difference in customers’ preference regarding their 
occupation also. The occupation is not a major consideration for 
 customers’ preference or all types of customers having different 
occupations have almost same perceptions for preference of a bank. 
Correlations: 
 The researcher wanted to find the correlations between the 
customers’ preference and other single variable for this purpose, 
three correlations were found as under: 
(A10) Correlation of Customers’ Preference and Age 
Groups : 
 Age group may be related with the customers’ preference. 
Young Age may have the different perception of preference. Mid 
age and old age people have another aspect for the preference of the 
bank. The age group has correlation with the customers’ preference 
or not was found as under: 
Table 4.26 
Age and Customers' Preference 
Age Group Customers' 
Preference Score 21-35 36-45 46-55 Above 55 
40 to 60 3 2 0 1 
60 to 80 3 0 2 0 
80-100 31 13 11 4 
100-120 53 27 9 6 
120-140 40 16 11 4 
140-160 9 4 4 3 
Total 139 62 37 18 
 
  Mean Sd N r 
Customers’ preference score 111.13 19.20 256 0.23 
Age Group 1.74 0.95 256  
 From the above table it can be seen that there is a positive 
correlation between customers’ preference and age group. The age is 
related with the customers’ perceptions of preference, although not 
for every time and for every customer because r is 0.23, which 
indicates that the relation between age and customers’ preference is 
not highly correlated. 
(A11) Correlation of Customers’ Preference and Size 
of the family (No. of dependents) : 
 The size of the family is related with the customers’ preference 
or not was found as under: 
Table 4.27 
Size of Family and Customers' Preference 
No. of dependents Customers' 
Preference Score 1-5 6-10 More than 10  
40 to 60 6 0 0 
60 to 80 5 0 0 
80-100 54 5 0 
100-120 88 6 1 
120-140 70 1 0 
140-160 19 1 0 
Total 242 13 1 
 
 Mean Sd N r 
Customers’ preference score 111.13 19.20 256 -0.43 
Age Group 1.06 0.25 256  
 
  The table no. 4.27 shows the negative correlationship between 
customers’ preference and the size of family. Increase in score of 
customers’ preference indicates the small size of family and decrease 
in score of customers’ preference indicates the large size of the 
family, referring the number of dependents. Frequency of bank 
transaction may be depended on the size of the family. The 
correlation of customers’ preference and size of the family is –0.43 
in this study reveals that both the variables are negatively correlated. 
 
(A12) Correlation between customers’ preference 
and gross monthly income: 
 It is the general perception that higher income group deals 
frequently with the bank and lower income group deals not that 
much frequently. But what is the relation between the income and 
customers’ preference is an important question. This was found as 
under: 
 Table 4.28 
Gross Monthly Income and Customers' Preference  
Gross Monthly Income  
Customers' 
Preference 
Score 
2000-5000 5001-10000 10001-
15000 
15001-
20000 
Above 
20000 
40 to 60 2 0 3 1 0 
60 to 80 0 1 3 1 0 
80-100 7 17 13 13 9 
100-120 12 24 22 27 10 
120-140 8 17 16 18 12 
140-160 5 8 3 1 3 
Total 34 67 60 61 34 
 
 
 Mean Sd N r 
Customers’ 
preference score 
111.13 19.20 256 -0.11 
Age Group 2.98 1.25 256  
 Table 4.28 indicates the correlation between customers’ 
preference and gross monthly income of customers. Again it is         
–0.11, which indicates the negative correlationship between the two. 
Although the degree of negative correlation is very much low and 
negligible. 
(B) Hypotheses testing for the group of nationalised 
bank customers : 
 There are 216 nationalised bank customers who have 
responded in this study. The different variables were tested with the 
score of nationalised bank customers also. The aim of these tests is 
 to found if the results of the tests of all the customers differ from 
nationalised bank customers or not. For this purpose, the following 
hypothesis were tested: 
(B1) Area of activity and nationalised bank customers’ 
preference : 
Null Hypothesis : 
 There is no significant difference in mean score of area of 
activity and customers preference in nationalised banks. 
H0: µ1 = µ2 = µ3  
H1: µ1 ≠ µ2 ≠ µ3       
Table 4.29 
Area of Activity and Customers' Preference 
Area of Activity  Customers' 
Preference Score Urban  Semi urban Rural 
Total 
40 to 60 5 0 1 6
60 to 80 3 2 0 5
80 to 100 46 7 2 55
100 to 120 58 22 6 86
120 to 140 38 11 1 50
Class 
140 to 160 14 0 0 14
Total  164 42 10 216
 
Area of Activity N Mean SD Std. Error 
Urban 
Semi Urban 
Rural 
164 
42 
10 
109.32 
108.71 
102.30 
20.19 
13.87 
21.18 
1.58 
2.14 
6.70 
Total 216 108.88 19.15 1.30 
 ANOVA CALCULATIONS: 
 SS Df MS F 
Between Groups 
Within Groups 
465.441 
78364.184 
2 
213 
232.721 
367.907 
0.633 
 
Total 78829.625 215   
 
Table value of F = 3.00  
Level of Significance = 0.05 
 The above table no. 4.29 shows the mean score of area of 
activity of customers of nationalised banks. Then the anova table 
indicates the calculated value of F, which is 0.633. The table value 
of F at 5% level of significance is 3.00. As the calculated value is 
less than its table value of F, null hypothesis is accepted. It means 
that there is no significant difference in customers’ preference of 
nationalised banks regarding the area of activity. 
 
(B2) Qualifications and Customers’ preference in 
nationalised banks : 
 It is the general perception that the less qualified people stay 
with the traditional operations and more qualified people have their 
preferences. It was tested as under: 
 Null Hypothesis : 
 There is no significant difference in mean score of academic 
qualifications and customers’ preference of nationalised banks. 
H0 = µ1 = µ2 = µ3 = µ4 
H1 = µ1 ≠ µ2 ≠ µ3 ≠ µ4 
Table 4.30 
Qualification and Customers' Preference 
Qualification Customers' 
Preference Score under 
graduate 
graduate Post 
graduate
Others 
Total 
40 to 60 1 0 3 2 6
60 to 80 0 0 5 0 5
80 to 100 2 13 28 12 55
100 to 120 3 23 43 17 86
120 to 140 6 10 28 6 50
Class 
140 to 160 5 3 6 0 14
Total  17 49 113 37 216
 
Qualification N Mean SD Std. Error 
Under Graduate 
Graduate 
Post Graduate 
Others 
17 
49 
113 
37 
121.47 
110.41 
108.20 
103.11 
24.04 
15.10 
19.29 
18.92 
5.83 
2.16 
1.81 
3.11 
Total 216 108.88 19.15 1.30 
ANOVA CALCULATIONS: 
 SS df MS F 
Between Groups 
Within Groups 
4093.667 
74735.958 
3 
212 
1364.556 
352.528 
3.871 
 
Total 78829.625 215   
Table value of F = 2.60  
Level of Significance = 0.05 
  The above anova table reveals that the calculated value of F is 
3.871, while the table value of F at 5% level of significance is 2.60. 
As the calculated value of F is more than its table value, null 
hypothesis is rejected. It means that the customers’ preferences are 
different from the qualifications point of view. Customers having 
different qualifications have the different perceptions for the 
preference in nationalised banks. 
 
(B3) Age group and customers’ preferences in 
nationalised banks:  
 Nationalised banks are having a large network of customers 
having different age. The age group affects on customers’ preference 
or not, was tested as under. 
Null Hypothesis : 
 There is no significant difference in mean score of age group 
and customers’ preference in nationalised banks. 
H0: µ1 = µ2 = µ3 = µ4 
H1: µ1 ≠ µ2 ≠ µ3 ≠ µ4 
 Table No. 4.31 
Age and Customers' Preference 
Age group Customers' 
Preference Score 21-35 36-45 46-55 above 55 
Total 
40 to 60 3 2 0 1 6
60 to 80 3 0 2 0 5
80 to 100 27 13 11 4 55
100 to 120 46 25 9 6 86
120 to 140 24 12 11 3 50
Class 
140 to 160 4 3 4 3 14
Total  107 55 37 17 216
 
Age Group 
(Years) 
N Mean SD Std. Error 
21-35 
36-45 
46-55 
Above 55 
107 
55 
37 
17 
107.42 
109.13 
111.00 
112.59 
18.37 
18.21 
20.49 
24.25 
1.78 
2.46 
3.37 
5.88 
Total 216 108.88 19.15 1.30 
 
ANOVA CALCULATIONS: 
 SS df MS F 
Between Groups 
Within Groups 
631.323 
78198.302 
3 
212 
210.441 
368.860 
0.571 
 
Total 78829.625 215   
Table value of F = 2.60  
Level of Significance = 0.05 
 
 The above anova table shows that the calculated value of F is 
0.571, which is less than its table value of F, 2.60 at 5% level of 
significance. Hence, null hypothesis is accepted that there is no 
significant difference in mean score of age group and customers 
 preference in nationalised banks. Age group is not a major 
consideration for the customers’ preference in nationalised banks. 
(B4)  Size of the family and customers’ preference in 
nationalised banks : 
 Size of the family depends upon the number of dependents of 
customers. This factor is considerable in customers’ preference or 
not, was tested as under: 
Null Hypothesis : 
 There is no significant difference in mean score of number of 
dependants and customers’ preference in nationalised banks. 
H0:  µ1 = µ2 = µ3 
H1:  µ1 ≠ µ2 ≠ µ3 
Table 4.32 
Size of Family and Customers' Preference 
No of dependents  Customers' 
Preference Score 1-5 6-10 More than     
10 
Total 
40 to 60 6 0 0 6
60 to 80 5 0 0 5
80 to 100 50 5 0 55
100 to 120 79 6 1 86
120 to 140 50 0 0 50
Class 
140 to 160 14 0 0 14
Total  204 11 1 216
 
 
 No. of 
Dependents 
N Mean SD Std. Error 
1-5 
6-10 
More than 10 
204 
11 
1 
109.23 
101.73 
116.00 
19.53 
8.91 
1.37 
2.69 
Total 216 108.88 19.15 1.30 
 
ANOVA CALCULATIONS: 
 SS Df MS F 
Between Groups 
Within Groups 
637.816 
78191.809 
2 
213 
318.908 
367.098 
0.869 
 
Total 78829.625 215   
 
Table value of F = 3.00  
Level of Significance = 0.05 
  
Table No. 4.32 shows the total mean score is 108.88, which is 
nearer to the mean scores of No. of dependents. Difference seems 
very minor. It can be also seen from the anova table that the 
calculated value of F is 0.869 and the table value of F at 5% level of 
significance is 3.00. As the calculated value is less than its table 
value of F, null hypothesis is accepted which indicates that there is 
no significant difference in size of the family consideration for 
customers’ preference in nationalised banks. 
 
 (B5)  Sex and Customers’ preference in nationalised banks: 
 Female and male customers may have the different perceptions 
for the preference of a bank. In case of nationalised banks, this 
matter was tested as under: 
Null Hypothesis : 
 There is no significant difference in mean score of customers’ 
preference and sex in nationalised banks. 
H0 : µ1 = µ2 
H1 : µ1 ≠ µ2 
 As, there are only two groups, t test was applied. 
Table 4.33 
Sex and Customers' Preference 
Sex Customers' 
Preference Score            Female  Male 
Total 
40 to 60 0 6 6
60 to 80 0 5 5
80 to 100 9 46 55
100 to 120 18 68 86
120 to 140 19 31 50
Class 
140 to 160 4 10 14
Total  50 166 216
 
Sex N Mean SD Std. Error 
Female 
Male 
50 
166 
115.46 
106.89 
15.62 
19.70 
2.21 
1.53 
Total 216 108.88 19.15 1.30 
 
 Calculated value of t = 2.818 
Degrees of freedom = 214 
Table value of F = 1.96 
Level of Significance = 0.05 
 Table No. 4.33 reveals that the mean score of female 
customers is 115.46 and the mean score of male customers is 106.89 
in sampled nationalised bank customers. Wheather the difference is 
significant or not can be tested by applying t test. The calculated 
value of t is 2.818, and the table value of t is 1.96 at 0.05 level of 
significance. As, the calculated value of t is more than its table 
value, null hypothesis is rejected. It says that there is a significant 
difference in customers’ preference regarding the sex of customers. 
In nationalised banks male and female customers have different 
perception for the preference.  
(B6)  Types of account and Customers’ preference in 
Nationalised banks : 
 The nationalized banks offer different types of account to their 
customers. If the customers are having preferences with the 
consideration of their accounts or not, was tested as under: 
 Null Hypothesis : 
 There is no significant difference in mean score of types of 
account and customers’ preference in nationalised banks. 
 
H0: µ1 = µ2 = µ3 = µ4 
H1: µ1 ≠ µ2 ≠ µ3 ≠ µ4 
Table 4.34 
Type of Account and Customers' Preference 
Type of Account Customers' 
Preference Score Saving Current Loan 
A/c 
Other 
Total 
40 to 60 3 3 0 0 6
60 to 80 4 1 0 0 5
80 to 100 49 6 0  0 55
100 to 120 70 16 0 0 86
120 to 140 35 13 1 1 50
Class 
140 to 160 12 1 1 0 14
Total  173 40 2 1 216
 
Types of A/c. N Mean SD Std. Error 
Saving  
Current  
Loan 
Other  
173 
40 
2 
1 
108.66 
108.08 
135.50 
125.00 
18.28 
22.31 
14.85 
1.39 
3.53 
10.50 
Total 216 108.88 19.15 1.30 
ANOVA CALCULATIONS: 
 SS df MS F 
Between Groups 
Within Groups 
1711.471 
77118.154 
3 
212 
570.490 
363.765 
1.415 
 
Total 78829.625 215   
 
Table value of F = 2.60  
 Level of Significance = 0.05 
 The above anova table again indicates that the calculated value 
of F is 1.568, which is less than its table value, 2.60 at 0.05 level of 
significance. Hence, null hypothesis is accepted. It means that there 
is no significant difference in customers’ preference regarding types 
of an account in nationalised banks. The customers having different 
types of account have almost equal perception for the preference of 
nationalized banks.  
 
(B7)  Income and Customers’ preference in nationalised 
banks: 
 The income group of bank customers’ decides the preferences 
for the bank or not was tested as under: 
Null Hypothesis : 
 There is no significant difference in mean score of income 
group and customers’ preference in nationalised banks. 
H0: µ1 = µ2 = µ3 = µ4 = µ5 
H1: µ1 ≠ µ2 ≠ µ3 ≠ µ4 ≠ µ5 
 Table 4.35 
Gross Monthly Income and Customers' Preference 
 Gross Monthly Income Customers' 
Preference Score 2000-
5000 
5001-
10000 
10001-
15000 
15001-
20000 
Above 
20000 
Total 
40 to 60 2 0 3 1 0 6
60 to 80 0 1 3 1 0 5
80 to 100 7 17 10 12 9 55
100 to 120 10 20 20 27 9 86
120 to 140 5 10 13 14 8 50
Class 
140 to 160 4 5 2 1 2 14
Total  28 53 51 56 28 216
 
Income Group N Mean SD Std. Error 
2000-5000 
5001-10000 
10001-15000 
15001-20000 
Above 20000 
28 
53 
51 
56 
28 
110.11 
109.91 
105.71 
108.70 
111.82 
23.36 
17.43 
22.34 
16.01 
17.63 
4.41 
2.39 
3.13 
2.14 
3.33 
Total 216 108.88 19.15 1.30 
ANOVA CALCULATIONS: 
 SS Df MS F 
Between Groups 
Within Groups 
855.883 
77973.742 
4 
211 
213.971 
369.544 
0.579 
 
Total 78829.625 215   
Table value of F = 2.37  
Level of Significance = 0.05 
 Table no. 4.34 shows the mean scores of different income 
groups and customers’ preference. It seems to be around 108.88. The 
anova table shows that the calculated value of F is 0.579, which is 
less than its table value. Hence, null hypothesis is accepted. It means 
 that income group also is not a major consideration for customers’ 
preference in nationalised banks. 
(B8)  Occupation and Customers’ preference in 
nationalised banks: 
 The customers having different types of Occupation may 
affect on their preference of bank. Is it so or not, was tested under 
the following hypothesis particularly for nationalised banks: 
Null Hypothesis : 
 There is no significant difference in mean score of occupation 
and customers’ preference in nationalised banks. 
H0: µ1 = µ2 = µ3 = µ4  
H1: µ1 ≠ µ2 ≠ µ3 ≠ µ4  
Table 4.36 
Occupation and Customers' Preference 
Occupation Customers' 
Preference Score Business Service Profession Others 
Total 
40 to 60 2 4  0 0 6
60 to 80 0 5  0 0 5
80 to 100 2 43 4 6 55
100 to 120 9 64 2 11 86
120 to 140 8 34 2 6 50
Class 
140 to 160 3 8 0 3 14
Total  24 158 8 26 216
 
  
Occupation N Mean SD Std. Error 
Business 
Service 
Professionals 
Others 
24 
158 
8 
26 
112.83 
107.57 
107.38 
113.62 
24.13 
18.68 
15.99 
17.42 
4.93 
1.49 
5.65 
3.42 
Total 216 108.88 19.15 1.30 
ANOVA CALCULATIONS: 
 SS df MS F 
Between Groups 
Within Groups 
1247.529 
77582.096 
3 
212 
415.843 
365.953 
1.136 
 
Total 78829.625 215   
Table value of F = 2.60  
Level of Significance = 0.05 
 
 The above anova table reveals that the calculated value of F is 
1.136, which is less than its table value2.60, at 5% level of 
significance. Hence, null hypothesis is accepted. It means that there 
is no significant difference in mean score of occupation and 
customers’ preference. The customer having any type of occupation 
may have almost same perceptions for the preference of a bank in 
case of nationalised banks. 
 Correlations: 
 The researcher also wanted to find the correlations between the 
customers’ preference in nationalised banks with other single 
variables like age group, size of the family and gross monthly 
income. The result is as under: 
 
(B9)  Correlation of cutomers’ preference and age group 
in nationalised banks : 
In nationalized banks generally all types of age groups of 
customers may visit. Is there any correlation between age and 
customers' preference in nationalized banks was tested by the 
researcher. The correlation was found as per table no. 4.37. 
 Table 4.37 
Age and Customers' Preference 
Age Group Customers' 
Preference Score 21-35 36-45 46-55 Above 55 
40 to 60 3 2 0 1 
60 to 80 3 0 2 0 
80-100 27 13 11 4 
100-120 46 25 9 6 
120-140 24 12 11 3 
140-160 4 3 4 3 
Total 107 55 37 17 
calculated r = 0.089 
 The correlation was found 0.089. It shows the positive 
correlation between age group and customers’ preference. But it is 
less than 10%. In very few cases, there is a relation of age and 
preference in nationalised banks. It can be said that the young 
customers have the less preferences and the old age people may have 
more perceptions for preferences in less than 10% cases. 
(B10) Correlation of customers’ preference and size 
of the family in nationalised banks: 
Table 4.38 
Size of Family and Customers' Preference 
No. of dependents Customers' 
Preference Score 1-5 6-10 More than 10  
40 to 60 6 0 0 
60 to 80 5 0 0 
80-100 50 5 0 
100-120 79 6 1 
120-140 50 0 0 
140-160 17 0 0 
Total 204 11 1 
 Calculated r = -0.061 
 From the Table No. 4.38, the r shows a negative 
correlationship and that is -0.061. That shows the negative 
correlationship between these two variables and it is very interesting. 
It is the indication that the customer having a big size of family may 
have the low preference and the customer having a small family may 
have the more preferences. It is also less than 10% negative 
correlationship. So, this perception may not be true in all the cases.  
 
(B 11) Correlation of Customers’ preference and 
gross monthly income in nationalised banks : 
Table 4.39 
Gross Monthly Income and Customers' Preference 
Gross Monthly Income Customers' 
Preference 
Score 
2000-5000 5001-10000 10001-15000 15001-20000 Above 
20000 
40 to 60 2 0 3 1 0 
60 to 80 0 1 3 1 0 
80-100 7 17 10 12 9 
100-120 10 20 20 27 9 
120-140 5 10 13 14 8 
140-160 4 5 2 1 2 
Total 28 53 51 56 28 
Calculated r = 0.006 
  From the Table No. 4.39, the r shows a positive 
correlationship between the customers’ preference and gross 
monthly income. Although, the result shows a minor positive 
relationship. It shows that the lower income group has the low 
preferences and a higher income group has high preferences in 
nationalised banks, in very few cases.  
 
(C) Hypothesis testing for the group of Private bank 
Customers: 
 
There are 40 customers who have responded from the private 
banks. These were of leading private banks. The different variables 
were tested with the score of private banks customers’ preference 
also. The objective of these tests is to compare the results with 
overall customers’ preference and nationalised banks customers’ 
preference. The following tests were applied for this purpose: 
 
 (C1) Area of activity and customers’ preference in 
private banks: 
 
Private banks are situated only in Urban and semi Urban areas. 
Still rural area is not covered by these banks. Naturally, the number 
of Private banks’ customers in Urban areas are more than semi urban 
area. However, their preference regarding the area was tested under 
the following hypothesis:  
Null Hypothesis : 
 There is no significant difference in mean score of area of 
activity and customers’ preference in private banks. 
H0: µ1 = µ2 
H1: µ1 ≠ µ2 
Table 4.40 
Area of Activity and Customers' Preference 
Area of Activity  Customers' 
Preference Score Urban  Semi urban Rural 
Total 
40 to 60 0  0 0 0
60 to 80 0  0 0 0
80 to 100 4 0 0 4
100 to 120 9 0 0 9
120 to 140 21 0 0 21
Class 
140 to 160 2 4 0 6
Total  36 4 0 40
 
 Area N Mean SD Std. Error 
Urban  
Semi Urban 
36 
4 
121.31 
141.00 
13.95 
1.15 
2.33 
0.58 
Total 40 123.28 14.51 2.29 
ANOVA CALCULATIONS 
 SS df MS F 
Between 
Groups 
Within Groups 
1396.336 
6817.639 
1 
38 
1396.336 
179.412 
7.783 
 
Total 8213.975 39   
Table value of F = 4.08 
Level of Significance = 0.05 
 The above anova table clearly shows that the calculated value 
of F is 7.783, which is more than its table value, 4.08 at 5% level of 
significance. Hence, null hypothesis is rejected. It means that there is 
a significant difference in customers’ preference regarding urban or 
semi urban area in the case of private banks. Customers from Urban 
area may have different perceptions for the preference of private 
banks than of a Semi Urban area.  
(C2) Qualifications and Customers’ preference in private  
banks : 
 There is a general perception that the more educated people 
have more preference of private banks. Less educated people may 
 not have that much perceptions of preference for private banks. This 
was tested under the following hypothesis: 
Null Hypothesis : 
 There is no significant difference in mean score of 
qualifications and customers’ preference in private banks. 
H0: µ1 = µ2 = µ3 = µ4 
H1: µ1 ≠ µ2 ≠ µ3 ≠ µ4  
Table 4.41 
Qualifications and Customers' Preference 
Qualifications Customers' 
Preference Score Under    
graduate 
graduate Post 
graduate
Others 
Total 
40 to 60 0 0 0 0 0
60 to 80 0 0 0 0 0
80 to 100 0 0 4 0 4
100 to 120 0 2 3 4 9
120 to 140 3 4 9 5 21
Class 
140 to 160 0 1 3 2 6
Total  3 7 19 11 40
 
Qualification N Mean SD Std. Error 
Under Graduate 
Graduate 
Post Graduate 
Others 
3 
7 
19 
11 
132.00 
125.86 
119.74 
125.36 
1.73 
13.25 
16.52 
12.97 
1.00 
5.01 
3.79 
3.91 
Total 40 123.28 14.51 2.29 
ANOVA CALCULATIONS: 
 SS df MS F 
Between Groups 
Within Groups 
560.888 
7653.087 
3 
36 
186.963 
212.586 
0.879 
 
Total 8213.975 39   
 
 Table value of F = 2.84  
Level of Significance = 0.05 
 
 Table No. 4.41 indicates that the mean scores of qualifications 
are almost nearer to the customers’ preference mean score. Anova 
table shows that the calculated value of F is 0.879 and the table 
value of F is 2.84. As the calculated value is less than its table value 
of F, null hypothesis is accepted. It says that there is no significant 
difference in customers’ preference regarding educational 
qualifications. Qualification is not a major consideration for the 
preference of private banks also. 
 
(C3) Age group and customers’ preference : 
 Now a day, private banks are attracting all types and all age 
groups of customers. In this scenario age group is an affecting factor 
for customer preference in private banks or not is important to study. 
For this purpose, the hypothesis was tested as follows: 
 Null Hypothesis : 
 There is no significant difference in mean score of age group 
and customers’ preference in private banks. 
H0: µ1 = µ2 = µ3 
H1: µ1 ≠ µ2 ≠ µ3 
Table 4.42 
Age and Customers' Preference 
Age group Customers' 
Preference Score 21-35 36-45 46-55 above 55 
Total 
40 to 60 0 0 0 0 0
60 to 80 0        0 0 0 0
80 to 100 4 0 0 0 4
100 to 120 7 2 0 0 9
120 to 140 16 4 0  1 21
Class 
140 to 160 5 1 0 0 6
Total  32 7 0 1 40
 
 
No. of 
Dependents 
N Mean SD Std. Error 
21-35 
36-45 
More than 55 
32 
7 
1 
123.00 
122.86 
135.00 
15.26 
11.95 
2.70 
4.52 
Total 40 123.28 14.51 2.29 
 
ANOVA CALCULATIONS: 
 
 SS Df MS F 
Between Groups 
Within Groups 
141.118 
8072.857 
2 
37 
70.559 
218.185 
0.323 
 
Total 8213.975 39   
Table value of F = 3.23  
Level of Significance = 0.05 
  The above anova table reveals that the calculated value of F is 
less than the table value of F at 5% level of significance. Hence, the 
null hypothesis is accepted. It means that there is no significant 
difference in mean score of age group and customers’ preference in 
private banks. The group of 46 years to 55 years is excluded because 
there is not a single respondent in this group. The test indicates that 
age group does not affect customers’ preference in private banks 
also.  
(C4) Size of the family and customers’ preference : 
 The number of dependents determinate the size of the family. 
The size of the family may affect on the preference of customers for 
the private banks. This test was also applied by the researcher as 
under: 
Null Hypothesis : 
 There is no significant difference in mean score of number of 
dependents and customers’ preference in private banks. 
H0: µ1 = µ2 
H1: µ1 ≠ µ2 
  As there were three groups in the questionnaire regarding the 
number of dependents. But no respondent was found in ‘above 10’ 
group. 
Table 4.43 
Size of Family and Customers' Preference 
No of dependents  Customers' 
Preference Score 1-5 6-10 More than 10 
Total 
40 to 60 0 0 0 0
60 to 80 0 0 0 0
80 to 100 4 0 0 4
100 to 120 9 0 0 9
120 to 140 20 1 0  21 
Class 
140 to 160 5 1 0 6
Total  38 2 0 40
 
No. of 
Dependents 
N Mean SD Std. Error 
1-5 
6-10 
38 
2 
122.84 
131.50 
14.57 
14.85 
2.36 
10.50 
Total 40 123.28 14.51 2.29 
ANOVA CALCULATIONS 
 SS Df MS F 
Between Groups 
Within Groups 
142.422 
8071.553 
1 
38 
142.422 
212.409 
0.671 
 
Total 8213.975 39   
Table value of F = 4.08  
Level of Significance = 0.05 
 The above anova table shows that the calculated value of F is 
0.671 and the table value of F is 4.08 at 5% level of significance. As 
the calculated value of F is less than its table value, null Hypothesis 
is accepted. It says that there is no significant difference in mean 
 score of no., of dependents and customers’ preference in private 
banks. The size of the family does not affect on the customers’ 
preference, in private banks. 
 
(C5)  Sex and Customers’ preference in private banks : 
 The male and female customers have a different choice and 
preferences in bank. If this perception is right in private banks or 
not, was founded by applying t test as under: 
Null Hypothesis : 
 There is no significant difference in customers' preference 
regarding sex. 
H0: µ1 = µ2 
H1: µ1 ≠ µ2 
Table 4.44 
Sex and Customers' Preference 
Sex Customers' 
Preference Score            Female  Male 
Total 
40 to 60 0 0 0
60 to 80 0 0 0
80 to 100 1 3 4
100 to 120 2 7 9
120 to 140 5 16 21
Class 
140 to 160 2 4 6
Total  10 30 40
  
Sex N Mean SD Std. Error 
Female 
Male 
10 
30 
122.10 
123.67 
14.46 
14.75 
4.57 
2.69 
Calculated t = -0.292 
 Table Value of t = 1.96 
 Level of Significance = 0.05 
 Table no. 4.44 shows very minor difference in mean score of 
male and female customer. By applying t test, calculated value was 
found 0.292, which is less than its table value, 1.96, at 5% level of 
significance. Thus, null hypothesis is accepted that both types of 
customers have almost same perceptions for the preference of a 
bank.  
 
(C6) Types of account and customers’ preference in 
private banks : 
 Among 40 respondents, 36 were having saving account and 4 
were having current account from the sampled customers. If the 
types of account affects on the preferences or not was studied as 
under:  
 
 Null Hypothesis : 
 There is no significant difference in mean score of types of 
account and customers’ preference in private banks 
H0: µ1 = µ2 
H1: µ1 ≠ µ2 
Table 4.45 
Type of Account and Customers' Preference 
Type of Account Customers' 
Preference Score Saving Current Loan 
A/c 
Other 
Total 
40 to 60 0 0 0 0 0
60 to 80 0 0 0 0 0
80 to 100 3 1 0  0 4
100 to 120 9 0 0 0 9
120 to 140 19 2 0 0 21
Class 
140 to 160 5 1 0 0 6
Total   36 4 0 0 40
 
Types of account  N Mean SD Std. Error 
Saving  
Current  
36 
4 
123.67 
119.75 
13.94 
21.25 
2.32 
10.63 
Total 40 123.28 14.51 2.29 
 
ANOVA CALCULATIONS 
 SS Df MS F 
Between Groups 
Within Groups 
55.225 
8158.750 
1 
38 
55.225 
214.704 
0.257 
 
Total 8213.975 39   
 
Table Value of t = 4.08 
Level of Significance = 0.05 
  The above table indicates the calculated value of F, 0.257, 
which is less than the table value of F, 4.08 at 5% level of 
significance. So, the null hypothesis is accepted that there is no 
significant difference in customers’ preference regarding types of 
account in private banks. It may be saving or current account, 
perceptions are almost same for the customers. 
 
(C7) Income group and customers preference in private 
banks : 
 The customers prefer the bank on the basis of their income or 
not, was an interesting question particularly in the case of private 
banks. The following hypothesis was tested for this purpose: 
 
Null Hypothesis : 
 There is no significant difference in mean score of customers’ 
preference and gross monthly income. 
H0: µ1 = µ2 = µ3= µ4= µ5 
H1: µ1 ≠ µ2≠ µ3≠ µ4≠ µ5 
 Table 4.46 
Gross Monthly Income and Customers' Preference 
 Gross Monthly Income Customers' 
Preference Score 2000-
5000 
5001-
10000 
10001-
15000 
15001-
20000 
Above 
20000 
Total 
40 to 60 0 0 0 0 0 0
60 to 80 0 0 0 0 0 0
80 to 100 0 0 3 1 0 4
100 to 120 2 4 2 0 1 9
120 to 140 3 7 3 4 4 21
Class 
140 to 160 1 3 1 0 1 6
Total  6 14 9 5 6 40
 
Income Group N Mean SD Std. Error 
2000-5000 
5001-10000 
10001-15000 
15001-20000 
Above 20000 
6 
14 
9 
5 
6 
125.17 
125.71 
115.22 
119.40 
131.00 
12.98 
11.84 
19.08 
16.07 
9.82 
5.30 
3.16 
6.36 
7.19 
4.01 
Total 40 123.28 14.51 2.29 
ANOVA CALCULATIONS: 
 SS df MS F 
Between Groups 
Within Groups 
1121.529 
7092.446 
4 
35 
280.382 
202.641 
1.384 
 
Total 8213.975 39   
 
Table value of F = 2.61  
Level of Significance = 0.05 
 In table no. 4.46, the mean score of customers’ preference is 
123.28, which is nearer to the mean score of all income groups. The 
anova table also indicates the calculated value of F, 1.384, which is 
less than its table value 2.61 at 5% level of significance. Hence, null 
 hypothesis is accepted. That there is no significant difference in 
customers’ preference regarding income group in private banks also. 
 
(C8) Occupation and Customers preference in Private 
banks: 
 There is an objective of the study to find out the effect of 
occupation on customers’ preference in private banks separately. So, 
the following hypothesis was tested. 
H0: µ1 = µ2 = µ3 = µ4 
H1: µ1 ≠ µ2 ≠ µ3 ≠ µ4 
Table 4.47 
Occupation and Customers' Preference 
Occupation Customers' 
Preference Score Business Service Profession Others 
Total 
40 to 60 0 0  0 0 0
60 to 80 0 0  0 0 0
80 to 100 1 3 0 0 4
100 to 120 3 5 0 1 9
120 to 140 3 14 3 1 21
Class 
140 to 160 0 3 0 3 6
Total  7 25 3 5  40
 
ANOVA CALCULATIONS: 
 SS df MS F 
Between Groups 
Within Groups 
932.154 
7281.821 
3 
36 
310.718 
202.273 
1.536 
 
Total 8213.975 39   
 
 Table value of F = 2.84  
Level of significance = 0.05 
 The above anova table again reflects the calculated value of F, 
1.536, which is less than its table value, 2.84 at 0.05 level of 
significance. So, null hypothesis is accepted. The occupation is not a 
major consideration for customers’ preference in private banks. 
 
(C9) Correlation of cutomers preference and age group 
in private banks: 
Table 4.48 
Age and Customers' Preference 
Age Group Customers' 
Preference 
Score 21-35 36-45 Above 55 
80-100 4 0 0 
100-120 7 2 0 
120-140 16 4 1 
140-160 5 1 0 
Total 32 7 1 
Calculated r = 0.97, 
The calculated r shows a very much positive relationship 
between these two variables. It indicates that customer preference 
changes according to the different age group. Age and preference are 
closely and positively correlated with each other in private banks. It 
 also says that young age customers have low preference and aged 
customers have a high preference for private banks.  
 
(C10) Correlation of cutomers’ preference and size of 
the family : 
Table 4.49 
Size of Family and Customers' Preference 
No. of dependents Customers' 
Preference Score 1-5 6-10 
80-100 4 0 
100-120 9 0 
120-140 20 1 
140-160 5 1 
Total 38 2 
Calculated r = 0.132 
The correlation of size of the family and customers’ preference 
is also positive. They are correlated with each other positively. 
According to the size of the family, customers’ preference may be 
there. But it shows very low degree of positive correlationship. 
 (C11) Correlation of Customers’ preference & gross 
monthly income: 
Table 4.50 
Gross Monthly Income and Customers' Preference 
Gross Monthly Income Customers' 
Preference 
Score 
2000-5000 5001-10000 10001-15000 15001-20000 Above 
20000 
80-100 0 0 3 1 0 
100-120 2 4 2 0 1 
120-140 3 7 3 4 4 
140-160 1 3 1 0 1 
Total 6 14 9 5 6 
Calculated r = 0.23. 
The correlation between income and preference is also positive 
in this study. In private banks, high-income group has a high 
preference for the bank, and lower income group has less preference 
for the bank. Thus, these two variables are positively correlated. 
Thus the relationship shows a low degree of positive correlation.   
  
 
 
CHAPTER - 5 
ANALYSIS OF MANAGERIAL EFFECTIVENESS OF 
NATIONALIZED & PRIVATE SECTOR BANKS 
I) Introduction.  
II) Sample profile of bank managers (Table No. 5.1 to 5.7) 
III) Responses of managers for the cases and overall managerial 
effectiveness. (Table No. 5.8 to 5.15) 
IV) Suggestions and problems of managers regarding banking 
options. (Table No. 5.16 to 5.18) 
V) Hypotheses testing (Table no. 5.19 to 5.29) 
 I) Introduction : 
 The output and efficiency of a bank depend upon several 
factors. One of the important factors is the efficiency of a manager. 
The modern competitive era needs a dynamic, enthusiastic and 
customer oriented manger for the bank. The effectiveness of a bank 
manager depends upon many dimensions, but one of the most 
important dimensions is customer orientation. It is not important to 
get maximum customers for the business, but also important to 
maintain the customers by serving them best. Retaining of customers 
is a big challenge for the bank manager now a day. So, it is 
important to know if the bank managers are customer oriented or 
not. To find out customer oriented managerial effectiveness of 
nationalized and private banks, the researcher had prepared a case 
based questionnaire for the managers of both of the banks. Total 100 
questionnaires were distributed among the managers in different 
cities of both the banks. But the researcher could get the response 
from 56 managers after a long exercise. This chapter deals with the 
analysis of managerial effectiveness of both types of banks. It covers 
 the sample profile of bank managers and hypothesis testing for the 
managerial effectiveness.  
II) Sample Profile : 
As stated earlier the researcher has received 56 questionnaires 
from various bank managers. The univariate analysis of the data is as 
under : 
5.1 Qualifications : 
 Qualifications are a very much important variable to measure 
managerial effectiveness. The researcher has divided qualifications 
into three groups- graduate, post-graduate and other having the 
professional degrees or examinations of banks. The responses were 
found as under :  
Table No. 5.1 
Qualifications of Sampled Managers 
Qualifications  Frequency  Percent  
Graduate  
Post graduate  
Others  
18 
23 
15 
32.1 
41.1 
26.8 
Total 56 100.00 
 
Table No. 5.1 reveals that out of 56 managers, 18 are 
graduates, 23 are post-graduates and 15 are having other 
 professional degrees. More than 41% managers are post-graduate 
and around 27% managers are having other qualifications like C.A., 
C.S., M.B.A., etc. Only 18 managers are graduates, which may be 
experienced senior managers.  
 
5.2 Area of Activity :  
 The second aspect of the questionnaire was an area of activity. 
The area was divided into three groups - Urban, Semi-Urban and 
Rural. As private banks are situated only in Urban areas, more 
responses were found from the urban area, which can be seen in the 
Table No. 5.2 :  
Table No. 5.2 
Area of Activity for Sampled Managers 
Area of Activity  Frequency  Percent  
Urban  
Semi - Urban 
Rural  
48 
4 
4 
85.7 
7.1 
7.1 
Total 56 100.0 
 The above table indicates that there are only 4 managers who 
are working in Semi-Urban area and 4 working in rural area from the 
sample. Most of the responses were found from the urban area, 
which is 85.7%. According to the area, managers can work because 
 there are more facilities in urban area. The working and environment 
is perhaps more comfortable in Urban areas than of Rural and Semi-
Urban areas.  
 
5.3 Age group : 
 Age is also an important factor to determine the efficiency. It 
is the general belief that the young managers can do more than the 
aged managers. Young managers are very much enthusiastic. The 
researcher has divided the age of sampled managers into four groups 
and the responses were found as under :  
Table No. 5.3 
Age group of Sampled Managers 
Age groups  
(Years) 
Frequency  Percent  
21-35 
36-45 
46-55 
above 55  
14 
21 
20 
1 
25.0 
37.5 
35.7 
1.8 
Total 56 100.00 
 Table No. 5.3 shows that 25% of total managers are in the age 
group of 21 years to 35 years, who are very young. 37.5% of 
sampled managers are having the age of 36 years to 45 years, which 
is the mid-age group. 20 managers are in the age of 46 years to 55 
 years and only one manager has given the response that is above 55 
years of age. It happened with the researcher that after two or three 
visits, she could not get the responses from many of the managers. 
Either the questionnaire was misplaced by them or sometimes they 
were very busy. That may be reason that only one manager has given 
the response, who is above 55 years of age.  
 
5.4 Sex : 
 Generally in banks, particularly in Gujarat region, female 
managers are less than male managers. Female managers can be seen 
only in some leading private banks. Here also, the researcher has felt 
this fact. It can be seen in Table No. 5.4. 
Table No. 5.4 
Sex of Sampled Managers 
Sex Frequency  Percent  
Male  
Female  
55 
1 
98.2 
1.8 
Total 56 100.00 
 Only one female manager could be contacted by the 
researcher. Remaining 55 respondents were male managers from the 
sample.  
 5.5 Types of Banks : 
 The aim of this study is to compare managerial effectiveness 
of nationalized and private banks. For this purpose, the variable was 
there in a questionnaire about types of banks. Two options were 
given to the respondents; Nationalized bank or Private bank. The 
responses were found as under :  
Table No. 5.5 
Types of Banks for Sampled Managers 
Types of Banks  Frequency  Percent  
Nationalized  
Private  
41 
15 
73.2 
26.8 
Total 56 100.00 
 Table No. 5.5 indicates that around 27% managers from the 
sample are working in private banks and remaining 73.2% are 
working with nationalized banks. The responses were found 
according to the proportion of total managers in both types of banks.  
5.6 Experience :  
 It is said that, "Experience is the best teacher." Whether the 
experience plays a big role in managerial effectiveness or not, is an 
intension of this study. The experience of bank managers is divided 
in to five groups and the responses are as under :  
 Table No. 5.6 
Experience of Sampled Managers 
 
Experience (in years) Frequency  Percent  
1-4 
5-9 
10-14 
15-19 
above 19  
19 
19 
10 
6 
2 
33.9 
33.9 
17.9 
10.7 
3.6 
Total 56 100.00 
 
 Table No. 5.6 reveals that out of 56 respondents, 19 managers 
are having experience more than one year and less than 5 years. 
Other 19 managers are having experience in banking sector within 
five to nine years. Around 18% managers from the sample are 
having experience of 10 to 14 years. Six managers are called 
experienced managers who have the experience in banking for above 
15 years and below 19 years. Only two managers are having the 
experience more than 19 years from the sampled managers. Thus, 
the numbers of young managers are more than the aged and more 
experienced managers in this study. 
 
 
 5.7 Gross Monthly Income : 
 Now a day, bank managers are earning a very good income. 
Attractive pay packages having salary, perquisites and incentives are 
offered to the efficient bank managers. They can start their journey 
in managerial cadre from Rs. 10,000 per month to Rs. 35,000 per 
month. The researcher has found the responses as per income are as 
under :  
Table No. 5.7 
Gross Monthly Income of Sampled Managers 
Gross Monthly Income 
(In Rs.) 
Frequency  Percent  
10000-15000 
15001-20000 
20001-25000 
above 25000 
6 
23 
20 
7 
10.7 
41.1 
35.7 
12.5 
Total 56 100.00 
 
 Table No. 5.7 shows the gross monthly income of bank 
managers. Major part of the respondents is earning Rs. 15000 to 
25000 per month and it is around 76%. 6 managers are perhaps less 
experienced who are earning less than Rs. 15000 per month. The 
managers who earn more than Rs. 25000 per month from the bank 
are only 7, which may be experienced.  
 III) Responses of Managers for The Cases and Overall 
Managerial Effectiveness  : 
 To find out the customer oriented managerial effectiveness, the 
researcher had prepared a case based questionnaire. Total six cases 
of different situations related to customers have been developed. 
Each case has five options, which is framed at five-point scaling. 
Option A is having five points, option B is having four points, option 
C is having 3 points, options D is having 2 points and option E has 1 
point. The responses as per each case were found as under :  
5.8 Case-1 : 
Mr. Akhilesh, first time comes to you for getting informations 
about your products. You are very busy. What will you do? 
 It this case, bank managers have responded for the different 
options as under :  
Table No. 5.8 
Responses to Case-1 
Options Frequency 
A I will take personal interest and give him information  25 
B I will send him to my assistant.  9 
C I will tell him to wait for sometime.  22 
D I will give him literature through my peon.  00 
E I will ignore him  00 
Total  56 
 
 A
B
C
D
E
 
 Table No. 5.8 and above Chart show the answer selected by 
the manager for the Case 1. The customer always want to know 
about the product profile of the bank, because now a days, all the 
services under one roof can be provided by the banks. If the manager 
efficiently deals with the customer, it leads to loyalty and 
satisfaction. By observing the responses, 25 managers have selected 
option-A, which is the best treatment. But sometimes, due to 
business, it is not possible to treat the customer personally. So, 
sometimes, managers send the customer to his assistant politely. 
Nine managers have responded to option B. It can also be said 
 politely to wait for sometime if the customer wants personal 
attention. So, 22 managers have responded to option C. It is notable 
that nobody has responded to option D & E! It means, that the bank 
managers accept that ignorance of a customer may lead a very big 
loss to business! The customer should be treated properly even if 
there is an odd situation.  
 
5.9 Case-2 : 
Mr. Dhruv feels some confusion about car loan and housing loan 
rates. How will you manage?  
 It has become a past, when customer begs for the loans. Banks 
are offering each type of loans to the customers at very competitive 
and attractive rates. Sometimes, the customer compares the rates of 
loan with other banks. He also wants to know the periodical 
calculation interest whether it is quarterly rest base, half yearly rest 
base or annual rest base. These types of confusions should be solved 
by the managers properly. The responses of managers for Case-2 are 
as under :  
 
 Table 5.9 
Responses to Case-2 
Options Frequency 
A I will explain by comparing rates of various banks.  45 
B I will explain for only my bank rates. I am not concerned with other 
banks.  
6 
C I will send him to my assistant 3 
D I will give him bank literature  2 
E I will ignore him by a smile  0 
Total  56 
 
A
B
C
D
E
 Table No.5.9 and above Chart clearly shows that most of the 
managers have selected option A, which is very good answer. 
Approximately 80% managers from the sample try to solve the 
confusions of customers about rates of loans by giving him 
satisfactory explaining. Six managers explain only his bank rates, 
 not others, which may be not that much satisfactory for the 
customers. Three manager will send him to his assistant in this case 
to remove the confusion, means they will not give personal attention. 
Two managers leave the matter on customer himself by giving him 
literature only, which can be easily available from the notice board 
also! Smile cannot be an effective instrument here because the 
customer wants explanation. So, nobody responded for option E. 
From this case, it can be said that most of the managers try to satisfy 
the ego of customers.  
5.10 Case-3 : 
Your customers are presenting their annual accounts with some 
malpractices, or hidden adjustments. They get loans, but are not 
regular in paying installments. What will you do?  
 In race of doing more business, banks are giving loans to some 
customers without any special investigation. So, sometimes, this 
type of situation may be created. The problem of Non Performing 
Assets of Banks creates from this type of situation. So, it should be 
properly handled by the manager. The responses based on actual 
situation are as under :  
 Table No.5.10 
Responses to Case-3 
Options Frequency 
A I will reduce these possibilities by verifying accounts deeply.  29 
B I will manage for regular check on them.  18 
C Within 3 days, I will inform the customer by notice, telephone or E-mail  8 
D Normal procedure will be implemented  1 
E These cases are very normal  0 
Total  56 
 
A
B
C
D
E
 
 "Prevention is better than cure" - This is the first option that 
the manager will reduce these possibilities by verifying accounts of 
customer 29 managers have responded to option A. But it happens 
that sometimes after sanctioning the loan, this situation is created. At 
that time, 18 managers would try to keep check on customers 
 regularly. 8 managers will try to give notice the customers within 3 
days and then the procedure will be done. One manager feels that it 
normal procedure will be done for the recovery. It seems quite 
frustrated answer. But the thing is notable that nobody believes this 
situation as normal, because it will lead to the failure of recovery 
efficiency. May be this is the reason of decreasing trends of NPA for 
banks since last two years! 
 
5.11 Case-4 : 
Mr. Nirmal comes to your Bank for the withdrawal of 
Rs.5,00,000/- against his deposits. You are not able to give him 
such a big amount at that time. What will you do? 
 One of the important responsibilities of a manager is cash 
management. In such situation, some managers instantly manage for 
the amount from other branches or other banks. But it can be also 
happen that the manager does not show any interest in customer's 
requirement and its urgency, and does not try for the cash 
management. The researcher has found the responses from the 
sampled managers as under : 
 Table No. 5.11 
Responses to Case-4 
Options Frequency 
A I will manage at a time.   19 
B I will demand two hours.  26 
C I will suggest him to withdraw half amount today and rest 
tomorrow. 
9 
D I will tell him to come on next day.  2 
E I will say, "You should inform in advance. At this time it is not possible" 0 
Total  56 
 
A
B
C
D
E
 
 Table No. 5.11 and above Chart show that there are 19 
managers who have responded to option A. It means that they will 
manage Rs.5,00,000 at a time at any cost. They are well prepared for 
solving this type of situation. It may be possible in some cases, that 
 the cash management would take time. So, 26 managers have said 
that they will demand for two hours, which may be acceptable for 
the customer. In Semi-urban or Rural areas, it may not be possible to 
manage this much amount on the same day, or manager does not 
take initiative for this amount. So, 9 managers have responded to 
option C, there are 2 managers in the sample who would tell the 
customer to come on next day. Again ignorance would not be made 
by any manager and it reflects in option E that nobody will say that 
it is impossible.  
5.12 Case-5 : 
During the Bank timings, your staff is not at their seats. A 
customer complains to you. How will you answer?  
 This is a very normal and common situation particularly in 
nationalized banks. At this time, coolness and diplomacy as well as 
appropriate approach is essential from the managers. It happens 
many time during the banking hours, that a manager takes a seat of 
an absent employee. But, in traditional and lazy attitude, it is also 
possible that the customer has to wait. What the managers are 
responding, is given in the following table No. 5.12. 
 Table No. 5.12 
Responses to Case-5 
Options Frequency 
A I will satisfy customer's need at a time, at any cost.  41 
B "It will not be repeated" By telling this, I would request him to 
wait for sometime.  
14 
C I will adjust to the situation by accepting that. "This is very 
normal" 
0 
D I will call upon the employee and scold him.  1 
E I will say "I am helpless."  0 
Total  56 
 
A
B
C
D
E
 
 Table No. 5.12 and above Chart reveal that in the situation of 
staff absence or crisis; nobody accepts it as a normal situation and 
nobody says that he is helpless. One manager has responded that he 
will scold the employee, which may be converted in negative effect 
 from the employee's point of view. 14 managers have responded 
option B, means they would apologies for the situation as well as 
request for some waiting. Most of the managers and that is 41 
managers will try to satisfy customer's need at a time at any cost. 
Either he will personally handle the issue or say someone else.  
 
5.13 Case-6 :  
Your staff and customers demand for better physical conditions of 
the bank i.e. big counters, A.C., water-cooler. Refreshment room, 
etc. what will be your answer?  
 In recent time, very much attractive buildings and lay out of 
banks can be seen particularly in private banks and in case of some 
nationalized banks. Urban area bank management and the 
Government feel the need of better physical condition of banks to 
felicitate the customers. But, till today, uncomfortable and congested 
environment of banks can be seen. This should be changed 
according to requirement of banking operations and customers' 
comfort. The managers have responded to this case by selecting the 
options; which can be seen in Table No. 5.13:  
 Table No. 5.13 
Responses to Case-6 
Options Frequency 
A "I will do my best" 41 
B "I will think over it" 13 
C "You are demanding more, but doing nothing" 00 
D "Accept it what is at this time" 02 
E "I am helpless" 00 
Total  56 
 
A
B
C
D
E
 
 Table No. 5.13 and above Chart reveal that most of the 
managers, 41 managers will try to do their best according to the 
demand. This is an optimistic and positive answer, which will create 
enthusiasm in employees and customers. 13 managers have 
 responded option B, which is very diplomatic answer to think about 
the demand. Two managers have answered to accept the reality and 
no chance for change. But nobody blames employees or nobody is 
telling that he is helpless.  
 
5.14 Overall response and managerial effectiveness :  
 After the discussion of prepared six cases, it is important to 
find out the overall result for managerial effectiveness. By using five 
point scaling technique for option A to E in each case, the result can 
be seen in Table No. 5.14 :  
Table No. 5.14 
Overall managerial effectiveness of sampled bank managers 
Options  Cases 
A B C D E  
Case 1 25 9 22 0 0  
Case 2 45 6 3 2 0  
Case 3 29 18 8 1 0  
Case 4 19 26 9 2 0  
Case 5 41 14 0 1 0  
Case 6 41 13 0 2 0  
Total  200 86 42 8 0  
Avg.  33.33 14.33 7.00 1.33 0  
Rounded Avg.  34 14 7 1 0 56 
Scale  5 4 3 2 1  
Avg. 2 Scale 170 56 21 2 0 249 
Average  4.45   
 
  The above table clearly shows that the scale-weighted average 
of all the responses from case one to case six has been found 4.45. 
This shows a very much higher effectiveness of bank managers 
regarding customer orientation. If 5 is noted as 100% effectiveness 
in this study 4.45 is a very much high score, it shows 89% 
effectiveness of bank managers. This result shows that all the 
managers try to do the best for banking business. Hence, the 
customers' preference score was also found satisfactory in previous 
chapter. 
5.15 Analysis of factors affecting to meet the customers 
for managers :  
 Seventh aspect of the questionnaire after six cases was to give 
rank of various factors while meeting the customers. The managers 
have given priority by their choice in the following 10 factors :  
Factor N 
Education  56 
Income  56 
Job / Business  56 
Personality  56 
Back ground  56 
Personal relation  56 
His banking knowledge 56 
Future prospect 56 
His needs  56 
His style of conversation  56 
  
All these factors were given priority one by one from the 
managers as their individual perceptions. For priority to meet the 
customers, they have given 1 to 10 ranks to these factors according 
to their choice.  
 
Part eight A & B, part 9 and part 10 were in descriptive 
manner and open ended questions in the questionnaire. Very 
interesting things found by observing these segments.  
  
Part 8a in the questionnaire was about the suggestions from the 
customers that manager receives from the suggestion box. And 8b is 
about execution of these suggestions by managers. Regarding this 
part the researcher has collected the data as under : 
 
 5.16a Suggestions acknowledged from the suggestion box of 
nationalized banks and private banks : 
Nationalized banks 
1. Prompt service required. 
2. Staff should be on their states. 
3. Fast track windows required. 
4. Esteemed customers' should be paid special attention. 
5. Special window required for DD & TT. 
6. Dissatisfaction with the service quality. 
7. Introduction of single window system. 
8. Improvement of working environment. 
9. Maintenance of premises. 
10. Physical condition of the bank should be improved. 
11. Passbook printing problems should be solved. 
12. ATM should be installed. 
13. Better sitting arrangement for customers. 
14. Pension A/CS should be distributed to private Banks. 
15. Providing the facility of lockers. 
16. Connectivity and clearance should be more effective. 
17. Special counter for senior citizens. 
18. Net Banking and investment counseling introduction. 
19. Issue of Demand draft within 10 minutes. 
20. Customers should be paid currency denomination of their   choice. 
21. Payment after office hours in exceptional circumstances. 
22. Simplification of forms. 
23 Delay in sanction of loans. 
Private banks 
1. Expand the categories of loans. 
2. Over draft facility to businessmen. 
3. Transactions of accounts should be faster. 
4. Improvement of service time while entertaining customers' for DDS and cash. 
5. Opening of new branches. 
6. Reducing minimum balance requirement. 
7. Giving assured credit. 
8. Regular statements. 
9. Outstation cheque collection. 
10. Inter branch co. ordination. 
 
The most important and frequent suggestions from the 
customers according to sampled managers are about physical 
 condition of bank, technological advancement and regularity and 
good behavior of staff. "Pass book printing and clearing process 
should be more speedy". This is a frequent suggestion. 
 
 
5.16bManagers try to do following things to execute the 
suggestion in nationalized banks and private banks: 
Nationalized banks 
1.  Special window for Demand draft and TT. 
2.  Window as per deposits. 
3.  Intensives to staff. 
4.  By calling a meeting, instruction to staff to be regular. 
5.  By arranging the meetings with esteemed customers. 
6.  All services at any counter. 
7.  Most efficient staff at front line. 
8.  Consulting the higher authority to execute the suggestions. 
9.  Implementation as per central office guidelines. 
10.  Separate counters for accepting currency once in a week. 
11.   Convenience of customer should be targeted by the cashier. 
12.  Personal follow-up for passing the loans. 
Private banks 
1. Forwarding of suggestions to concerned departments. 
2. More counters for service of DDS & cash. 
3. Review the progress periodically. 
4. Consult senior officials about suggestions. 
5. Informing the staff to be more coordinator. 
 
 
By observing the part of 5.16b, the researcher can say, that the 
managers of nationalized banks and private banks are trying to 
implement the suggestions honestly. But they are facing some 
problems for which they are helpless.  
 Part 9 of the questionnaire considers these problems faced by 
the managers of nationalized banks and private banks. These 
problems are as under: 
5.17 Problems faced by the managers of nationalized 
banks and private banks : 
Nationalized banks 
1. Staff always comes late and goes earlier. 
2. Staff does not remain on seats. 
3. Day to day customers' services. 
4. Lack of teamwork. 
5. Lack of freedom to work. 
6. Language problems with Non-Gujarati customers. 
7. Competition with private Banks. 
8. Loss of business due to lower rates of interest. 
9. Private Banks and post office provides higher rates for deposit mobilization. 
10. Recovery problems. 
11. Facing Income Tax department for TDS. 
12. Staff shortage. 
13. Training is not held regularly to cope up with technology. 
14. Dealing with staff and customers. 
15. Over burden of work due to less efficiency of staff. 
16. Problem of workaholic culture. 
17. Demanding customers. 
18. Trade union problems. 
19. Illiterate customers. 
20. No appreciation.  
21. Post VRS problems of shortage of experienced staff. 
22. Transfer to inconvenient places leads to less efficiency. 
Private banks  
1. Poor time management by staff. 
2. Awareness of customers' about product profile. 
3. Difficulty in getting business as market is not used to deal with private 
Banks. 
4. Managing in peak hours. 
5. Pressure from head office and not understanding the operational problems. 
 
 By observing these problems, it can be said that in 
nationalized banks, the most dangerous problem is - lack of 
efficiency of staff and customer-orientation. Most of the managers 
have repeated this problem. According to them, the customer service 
approach is needed, but for this, some suggestions are made from 
them to improve bank routine. Regarding this, private banks 
managers do not face many problems, except stress! 
 
Part 10 of the questionnaire consists the suggestions from the 
managers for better and efficient bank routine. This is responded as 
under.  
 
5.18 Suggestions from the managers of nationalized 
Banks and private banks to improve customers' 
service, and bank routine :       
Nationalized banks  
1. Better physical environment. 
2. Out put based salary structure. 
3. Introducing new products as per customers' feed back. 
4. Regular and monthly meeting with customers as well as staff members. 
5. Better customer service structure. 
6. Knowledgeable and dedicated staff. 
7. Computerization for speedy and accurate work. 
 8. Customer orientation according to their needs. 
9. Motivational wage system for the staff. 
10. 'To the point' reply to customers with smile. 
11. Quick delivery of passbook and chequebook. 
12. Regular training programmes. 
13. Service approach should be the priority. 
14. Shift system for continuous service. 
15. Availability of transport.  
16. There must be co-ordination between all the managers in divisional branches.      
17. Survey of customers' suggestions by asking questions twice in the year. 
18. Skilled staff should be appointed for increasing advances. 
19. Technology up gradation. 
20. Division and delegation of responsibility. 
21. Five day working. 
22. Examine cost-benefit ratio in every important transaction. 
23. Co. ordination and co-operation of staff members with each other. 
24. Improvement of communication skill of staff. 
25. Introducing "May I Help You?" counters. 
26. SWOT analysis of staff and customers. 
27. Phone Banking. 
28. Free and speedy transfer and collection of funds. 
29. Customer must be well informed about products and their rights. 
30 One credit data cell should be there for all financial institutes, which can provide 
history of borrowers, guarantors and total exposes of loans with other Banks. 
Private banks  
1. Training to staff for changes. 
2. Faster account opening procedure. 
3. Stricter checks on errant customers. 
4. Regular assessment of A/C balances so as to restructure marketing policies. 
5. Monitoring of quality standards. 
6. Dedicated team for customer's satisfaction. 
 
Considering this part for private Banks, the managers have the 
problem of time management repeatedly. They also suggest for the 
training of staff. They are working amongst lots of pressures and 
targets that lead to stress also. The managers of nationalized banks 
 have given many important suggestions for better banking 
performance.     
 
According to the researcher part 8 to part 10 of the 
questionnaire is more important, because these parts are belonging 
the real situation of the bank.  These aspects are precious for the 
better managerial effectiveness. 
 
V) Hypotheses Testing : 
 An attempt has been made by the researcher to find out 
managerial effectiveness by preparing the questionnaire for bank 
managers. The questionnaire consists individual variables such as 
qualifications, age, sex, gross monthly income and experience of 
each manager. The intension is to justify the effectiveness with these 
individual characteristics. For this purpose, score of managerial 
effectiveness has been found from the responses of A to E by giving 
scale of 5 to 1. At the time of testing each hypothesis, this score and 
calculations have been taken into the consideration. These 
hypotheses were framed and tested as under :  
 5.19 Qualifications and managerial effectiveness :  
 The general belief plays in the researcher's mind that 
qualifications of managers may affect on their effectiveness. 
Qualified people may tackle the things very easily and dynamically. 
But is it so or not, was found under the following hypothesis testing. 
The qualifications were divided into three groups- graduates, post-
graduates and others.  
There is no significant difference in mean score of managerial 
effectiveness and qualifications of managers in banks.  
H0 = µ1 = µ2 = µ3   
H1 = µ1 ≠ µ2 ≠ µ3 
Table No. 5.19 
Qualifications and managerial effectiveness  
Qualifications  Score of 
Managerial 
Effectiveness  
Graduate Postgraduate Other Total 
16-20 
20-24 
24-28 
28-32 
1 
3 
6 
8 
0 
1 
16 
6 
0 
2 
7 
6 
1 
6 
29 
20 
Total  18 23 15 56 
 
Qualifications N Mean SD Std. error 
Graduate  
Postgraduate  
Others 
18 
23 
15 
26.11 
26.65 
26.87 
2.78 
1.77 
2.70 
0.66 
0.37 
0.70 
Total 56 26.54 2.37 0.32 
  
ANOVA 
 SS df MS F 
Between 
groups  
Within groups  
5.200
302.729
2
53
2.60 
5.712 
0.455
Total  307.929 55   
  
Table value of F = 3.15  
Level of significance = 0.05 
 
Table No. 5.19 indicates the score of managerial effectiveness 
according to qualifications. The calculation in the table reveals that 
the mean scores of qualifications and managerial effectiveness are 
almost around 26.54. This can be further proved from the anova 
analysis. The anova table shows that the calculated value of F is 
0.455, which is less than its table value 3.15 at 5% level of 
significance. As such, null hypothesis is accepted. It means that there 
is no significant difference in mean scores of qualifications and 
managerial effectiveness. Qualifications are not a major 
consideration in effectiveness of managers. It indicates that with any 
qualifications a person can be an effective manager.  
 
 5.20 Area of activity and managerial effectiveness :  
 Area of activity is divided in to three groups- urban, semi-
urban and rural areas. It may be possible that in urban areas, 
facilities and customer network are comfortable to managers, and in 
Rural areas, lots of challenges may be constrain in operations. The 
area of activity affects on managerial effectiveness or not, was found 
under the following hypothesis.  
 
Null Hypothesis :  
 There is no significant difference between the mean score of 
managerial effectiveness and area of activity.  
H0 = µ1 = µ2 = µ3   
H1 = µ1 ≠ µ2 ≠ µ3 
Table No. 5.20 
Area of activity & Managerial effectiveness 
Area of Activity Score of 
Managerial 
Effectiveness 
Urban  Semi-Urban Rural 
Total 
16-20 
20-24 
24-28 
28-32 
1 
5 
26 
16 
0 
0 
2 
2 
0 
1 
1 
2 
1 
6 
29 
20 
Total  48 4 4 56 
  
Area N Mean SD Std. error 
Urban 
Semi-Urban 
Rural  
48 
4 
4 
26.58 
27.25 
25.25 
2.32 
0.96 
3.77 
0.34 
0.48 
1.89 
Total 56 26.54 2.37 0.32 
 
ANOVA 
 SS df MS F 
Between 
groups  
Within groups  
8.762
299.167
2
53
4.381 
5.645 
0.776
Total  307.929 55   
 Table value of F = 3.15  
Level of significance = 0.05 
 Table No. 5.20 indicates mean scores of the area of activity 
and managerial effectiveness. From the anova table the calculated 
value of F is found 0.776, while the table value of F is 3.15 at 5% 
level of significance. As, the calculated value is less than its table 
value, null hypothesis is accepted. It shows that there is not a 
significance difference in area of activity in managerial effectiveness 
of bank managers. They may be in any area; the effectiveness does 
not differ significantly.  
5.21 Age and managerial effectiveness : 
 It is very interesting to know if the age factor is affecting on 
managerial effectiveness or not. The researcher has divided the age 
 of respondents in 4 groups and tried to find out whether the 
significant difference is there or not. It is tested under the following 
hypothesis :  
Null Hypothesis :  
 There is no significant difference in mean score of managerial 
effectiveness regarding age group.  
H0 = µ1 = µ2 = µ3  = µ4   
H1 = µ1 ≠ µ2 ≠ µ3 ≠ µ4 
Table No. 5.21 
Age group and managerial effectiveness. 
Age in years  Score of 
Managerial 
Effectiveness
21-35 36-45 46-55 Above 55 
Total 
16-20 
20-24 
24-28 
28-32 
0 
1 
10 
3 
0 
3 
9 
9 
1 
2 
10 
7 
0 
0 
0 
1 
1 
6 
29 
20 
Total  14 21 20 1 56 
 
Qualifications N Mean SD Std. error 
21-35 
36-45 
46-55 
Above 55 
14 
21 
20 
1 
26.43 
26.86 
26.20 
28.00 
1.83 
2.20 
2.91 
- 
0.49 
0.48 
0.65 
- 
Total 56 26.54 2.37 0.32 
ANOVA 
 SS df MS F 
Between 
groups  
Within groups  
6.729
301.200
3
52
2.243 
5.792 
0.387
Total  307.929 55   
  Table value of F = 2.76 
Level of significance = 0.05 
 
Table No. 5.21 shows the calculations of age group score for 
managerial effectiveness. From the anova table, it can be seen that 
the calculated value of F is 0.387, which is less than its table value, 
2.76 at 5% level of significance. So, the null hypothesis is accepted 
that there is no significant difference in mean scores of age group 
and managerial effectiveness. Age is not a considerable factor for 
managerial effectiveness. Manager of any age can go through almost 
same effectiveness.  
 
5.22 Sex and managerial effectiveness :  
 Out of 56 respondents, only one respondent was female 
manager and 55 respondents were male managers. As the number of 
respondents are very much different, the researcher has a view that 
further testing of hypothesis would may not be taken for meaningful 
conclusion.  
 
 5.23 Types of banks and managerial effectiveness : 
 The researcher has covered two types of banks in this study-
nationalized banks and private banks. There is a general belief that 
the managers of private banks are more effective than of 
nationalized banks. But in reality, is it so or not was tested under the 
following hypothesis ;  
Null Hypothesis :   
There is no significant difference in managerial effectiveness 
according to types of banks.  
H0 = µ1 = µ2    
H1 = µ1 ≠ µ2  
Table No. 5.23 
Types of banks and managerial effectiveness 
Types of banks  Score of Managerial 
Effectiveness Nationalized  Private  
Total 
16-20 
20-24 
24-28 
28-32 
1 
5 
20 
15 
0 
1 
9 
5 
1 
6 
29 
20 
Total  41 15 56 
 
Bank  N Mean SD Std. error 
Nationalized  
Private  
41 
15 
26.34 
27.07 
2.51 
1.91 
0.39 
0.49 
Total 56 26.54 2.37 0.32 
 
 ANOVA 
 SS df MS F 
Between 
groups  
Within groups  
5.776
302.153
1
54
5.776 
5.595 
1.032
Total  307.929 55   
 Table value of F = 4.00 
Level of significance = 0.05 
Table No. 5.23 shows the calculations of nationalized and 
private banks' score. The mean scores are almost nearer and the 
calculated value of F can be found from the anova table, which is 
1.032. As the table value of F is more than its calculated value, null 
hypothesis is accepted that there is no significant difference between 
the effectiveness of nationalized and private bank managers. It says 
that the efforts of both types of managers are almost same. The 
situation may be different according to the types of bank. But as far 
as effectiveness is concerned it is found almost same in both types of 
bank managers in this sample.   
5.24 Experience and managerial effectiveness :  
  Experience plays an important role in effectiveness of 
managers. After a long experience, they can go through some extra 
ordinary working style. The experience may be a major 
 consideration in evaluating managerial effectiveness. The researcher 
has divided experience into five groups. The reality in this sample 
was tested under the following hypothesis : 
 
Null Hypothesis : 
 There is no significant difference in mean scores of managerial 
effectiveness and experience.  
H0 = µ1 = µ2 = µ3 = µ4 = µ5   
H1 = µ1 ≠ µ2 ≠ µ3 ≠ µ4 ≠ µ5 
Table No. 5.24 
Experience and managerial effectiveness 
Experience in years Score of 
Managerial 
Effectiveness
1-5 5-10 10-15 15-20 Above 20 
Total 
16-20 
20-24 
24-28 
28-32 
1 
3 
11 
7 
0 
2 
10 
7 
0 
0 
2 
8 
0 
0 
5 
1 
0 
1 
1 
0 
1 
6 
29 
20 
Total  19 19 10 6 2 56 
 
Experience  
(years) 
N Mean SD Std. error 
1-4 
5-9 
10-14 
15-19 
Above 19 
19 
19 
10 
6 
2 
25.58 
26.58 
28.60 
26.83 
24.00 
2.50 
2.22 
1.35 
1.33 
2.83 
0.57 
0.51 
0.43 
0.54 
2.00 
Total 56 26.54 2.37 0.32 
 
 ANOVA 
 SS df MS F 
Between 
groups  
Within groups  
73.432
234.496
4
51
18.358 
4.598 
3.99
Total  307.929 55   
 Table value of F = 2.53  
Level of significance = 0.05 
The anova table reveals that the calculated value of F is 3.99, 
which is more than its table value 2.53 at 5% level of significance. 
So, the null hypothesis is rejected. It means that there is a significant 
difference in managerial effectiveness of banks according to 
experience. "Experience leads to effectiveness" can be right in this 
sample.  
 
5.25 Income and managerial effectiveness :  
 It was also an objective of the researcher that, is the income 
affects on managerial effectiveness or not. For this purpose, Gross 
Monthly Income was divided into four groups, to find out the 
managerial effectiveness and difference in this perception due to 
income. For this the hypothesis regarding income and effectiveness 
was tested as under :  
 Null Hypothesis :  
 There is no significant difference in mean scores of managerial 
effectiveness regarding gross monthly income  
H0 = µ1 = µ2 = µ3 = µ4  
H1 = µ1 ≠ µ2 ≠ µ3 ≠ µ4  
Table 5.25 
Income and managerial effectiveness 
Gross monthly income (in Rs.) Score 
10000-15000 15001-20000 20001-25000 Gross income 
above 25000 
Total 
16-20 
20-24 
24-28 
28-32 
0 
2 
3 
1 
0 
2 
14 
7 
1 
2 
7 
10 
0 
0 
5 
2 
1 
6 
29 
20 
Total  6 23 20 7 56 
 
Monthly Gross 
Income (in 
Rs.) 
N Mean SD Std. error 
10000-15000 
15001-20000 
20001-25000 
above 25000 
6 
23 
20 
7 
25.67 
26.39 
26.60 
27.57 
2.34 
1.83 
3.10 
1.40 
0.95 
0.38 
0.69 
0.53 
Total 56 26.54 2.37 0.32 
ANOVA 
 SS df MS F 
Between groups  
Within groups  
12.603
295.326
3
52
4.201 
5.679 
0.74
Total  307.929 55   
 Table value of F = 2.76  
Level of significance = 0.05 
  The above anova table reveals that the calculated value of F is 
0.74, while the table value of F is 2.76. As the calculated value is 
less than its table value here null hypothesis is accepted. It says that 
income does not affect on managerial effectiveness. The mean 
scores of income group and managerial effectiveness are almost 
similar in the sample.   
 
CORRELATIONS :  
 The researcher has also tried to find the relationship between 
some variables and managerial effectiveness of banks. These 
correlations were found as under :  
 
5.26 Correlation between age group and managerial 
effectiveness : 
 An attempt is made to know whether there is any correlation 
between age group and managerial effectiveness of bank or not. For 
this purpose the correlation was found as under :  
 Table No. 5.26 
Age and managerial effectiveness  
Age in years Score of 
Managerial 
Effectiveness
21-35 36-45 46-55 Above 55 
Total 
16-20 
20-24 
24-28 
28-32 
0 
1 
10 
3 
0 
3 
9 
9 
1 
2 
10 
7 
0 
0 
0 
1 
1 
6 
29 
20 
Total  19 21 20 1 56 
r = -0.21 
 Table No. 5.26 shows the score of age group with managerial 
effectiveness. The r was found -0.21, which shows the negative 
relationship between age and managerial effectiveness. It means that 
at the young age, managerial effectiveness is more, and when age 
increases, managerial effectiveness decreases, in case of sampled 
bank managers. In the case of young managers, the level of 
enthusiasm is high, they are hard working, but after that, aging factor 
may leads to tiredness and managerial ineffectiveness.  
5.27 Correlation between experience and managerial 
effectiveness :  
 The another variable is experience. So here, the researcher has 
tried to identify the experience of work with the managerial 
effectiveness.  
 Table No. 5.27 
Experience and managerial effectives 
Experience in years  Score of 
Managerial 
Effectiveness
1-4 5-9 10-14 15-19 Above 19 
Total 
16-20 
20-24 
24-28 
28-32 
1 
3 
11 
4 
0 
2 
10 
7 
0 
0 
2 
8 
0 
0 
5 
1 
0 
1 
1 
0 
1 
6 
29 
20 
Total  19 19 10 6 2 56 
r = 0.186 
 
Above table No. 5.27 shows the score of experience in years 
and managerial effectiveness. The r has been found positive which is 
0.186. It indicates that experience and managerial effectiveness are 
positively correlated. If experience is more of a manager, naturally 
his / her effectiveness of work will be also more. But if a manager is 
less experienced, his / her effectiveness for working will also be less.  
 
5.28 Gross monthly income and managerial effectiveness 
Sometimes, income of a manager may be a motivating factor 
for effectiveness. Here, an attempt has been made to correlate the 
gross monthly income and managerial effectiveness of banks.  
 Table No. 5.28 
Gross monthly income and managerial effectiveness 
Gross monthly income in Rs. Score of 
Managerial 
Effectiveness 
10000-
15000 
15001-
20000 
20001-
25000 
Above 
25000 
Total 
16-20 
20-24 
24-28 
28-32 
0 
2 
3 
1 
0 
2 
14 
7 
1 
2 
7 
10 
0 
0 
5 
2 
1 
6 
29 
20 
Total  6 23 20 7 56 
r= 0.189 
Table No. 5.28 reveals the score of gross monthly income and 
managerial effectiveness of the sampled managers. The value of r 
has been found positive which is 0.189.  
It means that gross monthly income of managers and their 
managerial effectiveness are correlated positively. If income is high, 
managerial effectiveness will also be high. The less income leads to 
less managerial efficiency because financial aspect is an important 
factor for motivation and effective working.  
5.29 Factors affecting to meet the customers for 
managers : 
The researcher has considered an aspect of priority to meet the 
customers. Ten factors were given to managers and they had to give 
ranks to these factors according to their perceptions. If their 
 perceptions and priorities to meet the customers are different from 
each other or not, that is also tested by the researcher. As the rank 
was given by the managers to these factors, non-parametric test is 
required for the hypothesis testing. Here the suitable test felt by the 
researcher is Kendall's w test. By applying this test, the following 
hypothesis has been tested : 
Null Hypothesis :  
 The ranking order of priority to meet the customers of sampled 
managers shows their independent observations.  
Table No. 5.29 
Kendall's W Test 
Factors. Mean Rank 
Rank of education  
Rank of income  
Rank of job / business  
Rank of personality  
Rank of background  
Rank of personal relation  
Rank of his banking knowledge  
Rank of future prospects  
Rank of his needs  
Rank of his style of conversation 
5.41 
3.52 
3.95 
6.67 
5.15 
7.45 
7.27 
3.88 
3.56 
8.14 
Calculations 
  N   56 
    Kendall's W  0.341 
  Chi-Square  171.727 
    df    9 
 Table No. 5.29 shows the mean rank of each factor and then 
after it shows that the calculated value of Kendall's W is 0.341 while 
the value of Chi-square is 171.727, which is more than Kendall's W 
value. So, null hypothesis is accepted. It means that the managers are 
independent in giving these ranks. The ranking order of priority to 
meet the customers in sampled managers shows their independent 
observations. Each manager has given different ranks to these ten 
factors. 
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 6.1 Introduction : 
 The modern era is of global competition. In present scenario, 
commercial Banks play an important role in the economy by 
financing the requirement of customers. It has become a past where 
a customer has to adjust with the Bank according to his needs. Now 
a day, there is a customer-oriented market. To facilitate the 
customers, lots of banks like foreign banks, new private sector 
banks, old private sector banks exist besides nationalized banks. So, 
the picture is totally changed now. All types of banks offer different 
and qualitative services to customers for their satisfaction.  
 This study is based on the satisfaction measures taken by the 
nationalized and private sector banks. There is a general perception 
that private banks are more efficient than nationalized banks. But it 
is also a fact that now a day, nationalized banks also offer many 
attractive and innovative services. So, every bank tries to satisfy all 
types of customers. The aim of this study is to observe preference of 
customers, whether they are preferring their banks or not. If the 
customers are satisfied with their banks, they will naturally prefer 
the particular bank. So, the researcher has tried to get responses from 
 the customers of nationalized and private sector banks. Out of 400 
questionnaires, 216 responses could be obtained from the 
nationalized bank customers. From private bank customers, 40 
responses had been found. The researcher has compared and tested 
these responses about product information, rates, loans and 
advances, behaviour and office environment of banks. 
 Another aspect of this study is to measure managerial 
effectiveness of both types of banks considering customer-
orientation. 56 managers have responded for this purpose. The 
researcher has compared the managerial effectiveness of 
nationalized banks and private sector banks based on six developed 
cases. 
6.2 Hypotheses : 
 Keeping in this view, the researcher could identify following 
workable hypotheses : 
6.2.A  For Customer's Preference : 
     The following hypotheses were tested for all the customers, 
nationalized bank customers and private bank customers separately : 
 1. There is no significant difference in mean score of customers' 
preference regarding types of banks. 
2. There is no significant difference in mean score of customers' 
preference and area of activity. 
3. There is no significant difference in mean score of customers' 
preference and academic qualifications. 
4. There is no significant difference in mean score of customers' 
preference and age. 
5. There is no significant difference in mean score of customers' 
preference and size of the family. 
6. There is no significant difference in mean score of female and 
male customers for customers' preference.  
7. There is no significant difference in mean score of customers' 
preference and types of accounts. 
8. There is no significant difference in mean score of customers' 
preference and income. 
9. There is no significant difference in mean score of occupation 
of the respondents in customers' preference. 
 
 6.2.BFor Managerial Effectiveness :  
To study the effectiveness of managers of both types of banks, 
the following hypotheses have been tested: 
1. There is no significant difference in mean score of 
managerial effectiveness and education. 
2. There is no significant difference in mean score of 
managerial effectiveness and area of activity. 
3. There is no significant difference in mean score of 
managerial effectiveness and age group. 
4.  There is no significant difference in managerial 
effectiveness according to types of banks. 
5. There is no significant difference in mean score of 
managerial effectiveness and income. 
6. There is no significant difference in mean score of 
managerial effectiveness and experience. 
The primary data from customers and managers of both types 
of banks were collected with the help of structured questionnaire 
based on five point scaling and framed cases. The data were 
 tabulated, classified and calculated with the help of average, 
percentage, F test, T test, correlations, kendall's W test etc.  
6.3 Findings : 
The major findings of this study are as under : 
6.3.A For Customers' Preference : 
 To study the customers' preference, the questionnaire was 
having five parameters. The satisfaction level for each parameter 
was found as under : 
1. The first parameter was about product information availability 
from the bank. The nationalized bank customers were neutral 
for this parameter. It means that they are not so much 
dissatisfied as well as satisfied with their bank regarding the 
readiness for giving informations. 
 While in case of private bank customers, they were agree 
on this aspect. It means that they are satisfied with their bank 
regarding product information availability and its use. 
2. The second parameter was about rates & charges of banks. 
 In this sampled study, both types of bank customers 
were agreed that they are satisfied with their banks' rates and 
charges. 
3. The third parameter was about loans and advances. The 
process of loans and its punctuality differs from one bank to 
another. Sometimes, it becomes irritating. In case of 
nationalized banks, customers were neutral on this aspect. It 
means that they are expecting more satisfactory process, 
speedy process and transparency about loans. The private bank 
customers were happy and satisfied with their bank regarding 
loan processing and punctuality of recovery, as the score 
shown agree part. 
4. The fourth parameter was about the behavioral aspect of bank 
staff and manager. This is a keen need of present time to 
behave politely with the customer. In this study, both types of 
bank customers are satisfied with their banks regarding 
behavioral aspect. Although, the average in private banks was 
higher than nationalized banks. It indicates that private bank 
 customers are more satisfied than of nationalized banks 
regarding behavioral aspect of the bank. 
5. The fifth aspect was about office environment and physical 
condition of the bank. In this study, the average of private 
bank customers' responses was higher than of nationalized 
banks. Although, in nationalized banks, customers are not 
looking dissatisfied. They need more comfortable 
environment. 
6. There was a significant difference found in customers' 
preference regarding nationalized and private sector banks. It 
shows that the customers' perceptions for preferring the bank 
are different. Their preferences are based on product 
information availability, rates of bank, process of loans and 
advances, behaviour of staff and physical environment of 
bank. 
7. There was no significant difference found in area of activity 
and customers' preference in case of nationalized banks. But 
the significant difference found in case of private banks. For 
private banks, area of activity is a considerable factor. 
 8. The significant difference was found in customers' preference 
regarding academic qualifications in case of nationalized 
banks. But in case of private banks, no significant difference 
was found regarding academic qualifications in this study. 
9. Male and female customers have different perceptions for the 
preference of a bank in case of nationalized banks. But for the 
preference of private banks, both types of customers have 
almost same perceptions. 
10. No significant difference was found in mean score of 
customers' preference and age group in case of both types of 
banks. It indicates that age is not a major factor for preferring 
the bank. 
11. No significant difference was found in mean score of 
customers' preference regarding the size of the family in case 
of both types of banks. It indicates that size of the family is not 
a major consideration for the preference of a bank. 
12. A type of account is also not a major affecting factor for 
customers' preference in both types of banks. It may be any 
 type of account; perceptions for preference will be almost 
same. 
13. No significant difference was found in mean score of income 
group and customers' preference in both types of banks. This 
indicates that income is not an important factor for customers' 
preference. Different income groups have almost similar 
expectations and perceptions. 
14. Regarding occupation, the customers having different types of 
occupations like service, business, profession or others like 
student and pensioners, have almost similar perceptions for the 
preference of banks, because no significant difference was 
found. 
15. In case of nationalized banks, the positive correlation was 
found between age group and customers' preference. In case of 
private banks, the positive correlationship between these two 
variables was found and it was very high. So, in case of private 
banks, young age group has the less preferences than of aged 
customers' in this sampled study. 
 16. In case of nationalized banks, the correlationship between the 
customers' preference and the size of the family was found 
negative. These two variables were negatively correlated. That 
means a customer having big family has a lower preference of 
a bank than of a customer having small family. In case of 
private banks, these two variables were found positively 
correlated. 
17. Very low and positive relationship was found between 
customers' preference and gross monthly income in 
nationalized banks. It indicates that lower income group has 
less preference and higher income group has more preference. 
In case of private banks, correlation was found also positive. 
But these correlations are limited to this study only.  
 
6.3.BFor Managerial Effectiveness : 
 A study of managerial effectiveness of bank managers was 
done by the researcher. To find out managerial effectiveness, a case 
based questionnaire was framed by the researcher having five point 
 scaling technique. After testing of hypotheses, the following findings 
were found :  
(1) After studying all the six cases and their responses from the 
sampled managers with five point scaling technique, it was 
found that the managerial effectiveness of nationalized and 
private sector banks was very much high and satisfactory. It 
says that the approach of service in bank managers is positive 
towards customers in this sampled study. 
(2) By testing the hypothesis regarding managerial effectiveness 
of bank managers, it was found that there was no significant 
difference in mean score of managerial effectiveness and 
qualifications of managers. Qualifications do not affect on 
managerial effectiveness. May be the other qualities can be 
more important factors to be effective. 
(3) It was also found during this study that there was no 
significant difference between mean score of managerial 
effectiveness and area of activity of managers. Area of activity 
does not affect on effectiveness, particularly in this sampled 
 study. It may be urban, semi-urban and rural areas; the concept 
of effectiveness of managers remains same in banks. 
(4) Sometimes, it is a general belief in people's mind that age is an 
important factor for effectiveness. But here in this study, age is 
not a factor that affects on effectiveness of bank managers, 
because no significant difference was found in mean score of 
age and managerial effectiveness. 
(5) People generally believe that private banks are more effective 
than nationalized banks. But in this study, it was found that 
there is no significant difference in effectiveness of bank 
mangers regarding types of banks. Effectiveness of private and 
nationalized bank managers are almost same. 
(6) Experience is also one of the important factors that determine 
effectiveness. In this study, significant difference was found in 
mean score of managerial effectiveness and experience. 
Means, experience of managers can affect on effectiveness of 
bank mangers. More experience may lead to more 
effectiveness.  
 (7) No significant difference was found in mean score of 
managerial effectiveness and gross monthly income. Income 
does not affect in determining the effectiveness of bank 
managers. Any manager having less or more income can be 
effective. 
(8) The correlation between age group and managerial 
effectiveness was found negative. It was the indication, that in 
this sampled study, there is a negative correlation between age 
and managerial effectiveness. So, it can be said that, in this 
study, young managers are more enthusiastic and effective, so 
young mangers have the higher managerial effectiveness. If 
the age increases, managerial effectiveness may be reduced. 
No doubt, the degree of negative correlation is very low. 
(9) Very low but positive correlation was found between the 
managerial effectiveness and experience. It has shown that 
more experience can lead to better managerial effectiveness of 
these sampled managers. On the other side, less effectiveness 
may be in managers because of their less experience. Some 
situations may arise in banks, where only experience can 
 work. Experienced managers have the sense of solutions and 
sense of serving customers.  
(10) Financial aspect is one of the important incentives for any 
employee. It is also proved in this study. Very low and 
positive correlationship was found between the income and 
managerial effectiveness. It had shown that if a manager earns 
more income, he might be more effective. But it may not be 
right in all the cases because there was very low degree of 
positive correlationship between these two variables. 
(11) It was also found that each manager in this sampled study has 
different priorities to meet the customers. By applying non-
parametric test, it was proved that the managers have 
independent perceptions for meeting the customers. They think 
of their own, and decide when and how to meet the customers. 
 
6.4 Conclusion : 
 During this research, higher managerial effectiveness of 
nationalized and private sector bank managers was found out. The 
customers of nationalized banks are either neutral or satisfied with 
 the specified parameters concerned with their bank operations, while 
the customers of private banks are more satisfied with their banks. 
All the customers and managers have presented their problems with 
the banking management and have given some precious suggestions. 
As Indian Banking Sector is progressing towards growth and 
development, these suggestions may increase efficiency of the 
banks. However, the researcher has studied only 'Customer Centric' 
managerial effectiveness and not other aspects. There is a scope of 
further research on other dimensions of managerial effectiveness. 
The correlation of customers' preference and managerial 
effectiveness can be studied further also. But, this is a study of an 
individual researcher and the journey of this research may be 
concluded that… 
"Banking can be yet more enjoyable and effective based on total 
quality management, bench marking and progressive intensions". 
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 Appendix - 1 
 
A Questionnaire seeking the informations of Customers'  
Preference and managerial Effectiveness of Nationalised and  
Private sector Banks in India. 
 
(Please tick √ your choice) 
 
Name : ________________________________________ 
 
Area of activity : Urban  Semi urban        Rural 
 
 
Academic Qualifications :_________________________________________ 
 
Age Group (Years) :  21-35   46-55 
     36-45   above 55 
Sex :  M   F 
 
Number of Dependents :_________________________________________ 
 
Name and address of your Bank :_________________________________________ 
   _________________________________________ 
   _________________________________________ 
 
Types of Account : Saving         Current          Loan          Other 
     a/c         a/c 
 
 
Income Group : 2000-5000   15001-20000 
(Gross Monthly income)  5001-10000   above 20000 
in Rs.  10001-15000 
 
Occupation : Business    Profession 
   Service   Others 
 
 Informations related to product : 
 
 
     Fully        Agree  Neutral       Dis-     Strongly 
     agree           agree      disagree 
1.  I believe,  
     my bank provides me all  
     informations regarding  
     the products of Bank 
2.  I prefer to read and  
     use these informations 
     for my financial 
     decisions. 
3.  I avail benefits of 
     services at door 
4.  Product profile of 
     my bank has satisfied 
     my different needs. 
5.  I am using ATM, 
     telebanking, Money 
     transfer and other 
     facilities so frequently 
     without any trouble 
     in my Bank 
 
 Informations about Rates : 
 
 
1. The rates of services 
 in my Bank are 
 affordable. 
2.   I believe, high charge 
 leads to efficient 
 service. 
3.    I am confident 
           that rates of  
 my bank are reliable. 
4. My bank always calculates 
 different charges without 
 mistake. 
5. In case of mistake, 
 bankers are ready 
 to rectify it. 
6. Record keeping of 
 my bank is efficient. 
 
 Informations about loans & Advances : 
 
     Fully        Agree  Neutral       Dis-     Strongly 
     agree           agree      disagree 
 
1. My bank provides me  
 variation in loans  
 and advances.  
2. The process of loan  
 is simple, easy and  
 without delay in my  
 bank.  
3. Bank keeps records of  
 installments and interest  
 in a proper and  
 transparent manner. 
4. The rates of interest on  
 loans are reasonable.  
5. There is a flexibility  
 in repayment of loans.  
6. There is no hidden  
 adjustment of banking  
 operation in any loan  
 case 
 
 Informations about behavioural aspect : 
 
 
     Fully        Agree  Neutral       Dis-     Strongly 
     agree           agree      disagree 
 
1. Staff of my bank 
is intelligent and 
ready to serve. 
2. Staff always pays 
 attention on my 
 complaints. 
3. On telephone, or 
 any inquiry, the 
 responses are 
 very good. 
4. Managerial cadre 
inspires me at any 
level of dealing. 
5. The manger is 
gentle and co-ordiant 
during his duty. 
6. The bank manager is 
enthusiastic, so he helps 
me at any stage. 
7. Time management of the 
bank is effective. 
8.   I am satisfied with 
my banking staff.  
 
 Informations about office environment : 
 
 
     Fully        Agree  Neutral       Dis-     Strongly 
     agree           agree      disagree 
 
1. Location and layout 
of my bank is  
attractive and comfortable 
2. There is a use of 
advance technology in 
banking operations. 
3. There is no confusion 
among the staff 
regarding their office 
duty. 
4. Physical condition 
and operational work 
of my bank is good. 
5. I never found any delay 
due to shortage of 
staff. 
6. The office environment 
of my bank is very 
pleasant and peaceful. 
 I face following problems with my bank : 
 
 
 
 
 
 
 
 
 
 
 
To improve banking operations, I would suggest the following suggestions  : 
 
 
 
 
 
 
 
 
 
 
 Appendix - 2 
 
Customer's Preference and Managerial Effectiveness of  
Nationalised and Private Banks in India. 
Questionnaire for Managers 
(Please tick √ your choice) 
Name : ________________________________________ 
 
Qualification :_________________________________________ 
 
Area of activity : Urban  Semi-Urban        Rural 
 
 
Age Group (Years) :  21-35   46-55 
     36-45   above 55 
Sex :  M   F 
 
Type of your Bank   : Nationalized  
(Where you are as a manager)  Private  
 
Name of the city 
(Where you are as a manger)  :_________________________________________ 
 
Designation    :_________________________________________ 
 
Experience as a manager  :_____________  years. 
 
Gross Monthly Income  : 10000-15000 
Group (in Rs.)     15001-20000 
       20001-25000 
       above 25000 
 
 
 1. Mr. Akhilesh, first time comes to you for getting informations about your 
products. You are very busy. What will you do ? 
A. I will take personal interest and give him information. 
B. I will send him to my assistant. 
C. I will tell him to wait for sometime. 
D. I will give him literature through my peon. 
E. I will ignore him. 
 
2. Mr. Dhruv feels some confusion about your car loan and housing loan rates. How 
will you manage? 
A. I will explain by comparing rates of various banks. 
B. I will explain for only my bank rates. I am not concerned with 
other banks. 
C. I will send him to my assistant. 
D. I will give him bank literature. 
E. I will ignore him by a smile. 
 
3.  Your customers are presenting their annual accounts with some mal-practices, or 
hidden adjustments. They get loans, but are not regular in paying installments. 
What will you do? 
A. I will reduce these possibilities by verifying accounts deeply. 
B. I will mange for regular check on them. 
C. Within 3 days, I will inform the customer by notice, telephone or 
E-mail. 
D. Normal procedure will be implemented. 
E. These cases are very normal. 
 4.  Mr. Nirmal comes to your bank for the withdrawal of Rs.5,00,000/- against his 
deposits. You are not able to give him such a big amount at that time. What will 
you do? 
 
A. I will manage at a time. 
B. I will demand two hours. 
C. I will suggest him to withdraw half amount today and rest 
tomorrow. 
D. I will tell him to come on next day. 
E. I will say, "You should inform in advance. At this time it is not 
possible". 
 
 
5.  During the bank timings, your staff is not at their seats. A customer complains to 
you. How will you answer? 
 
A. I will satisfy customer's need at a time, at any cost. 
B. "I will not be repeated" by telling this, I would request him to wait 
for sometime. 
C. I will adjust to the situation by accepting that "This is very 
normal." 
D. I will call upon the employee and scold him. 
E. I will say, "I am helpless". 
 
 6.  Your staff and or customers demand for better physical conditions of the bank i.e. 
big counters, A.C., water-cooler Refreshment room, etc. What will be your 
answer? 
 
A. "I will do my best." 
B. "I will think over it." 
C. "You are demanding more, but doing nothing." 
D. "Accept it what is at this time." 
E. "I am helpless." 
 
 
7.  What will be your preference to meet the customer? 
  (Please give a rank) 
             Education    Personal relation 
        Income     His Banking knowledge 
     Job/ Business   Future prospect 
     Personality    His needs 
     Background    His style of coversation. 
 
8. (A) I get following suggestions from my Bank's suggestion Box : 
 
  1.________________________________________________________________ 
  2.________________________________________________________________ 
 3.________________________________________________________________ 
 4.________________________________________________________________ 
 5.________________________________________________________________ 
 8.  (B) To execute these suggestions, I do the following things : 
 
  1.________________________________________________________________ 
  2.________________________________________________________________ 
 3.________________________________________________________________ 
 4.________________________________________________________________ 
  5.________________________________________________________________ 
 
 
 
9. As a bank manager, I face following problems: 
 
 1.________________________________________________________________ 
  2.________________________________________________________________ 
 3.________________________________________________________________ 
 4.________________________________________________________________ 
 5.________________________________________________________________ 
 
 
 
10.  To improve customers' services and bank routine, I suggest following 
improvements: 
  
  1.________________________________________________________________ 
  2.________________________________________________________________ 
  3.________________________________________________________________ 
  4.________________________________________________________________ 
  5.________________________________________________________________ 
  
